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Employee engagement is becoming valuable as most organisations realise the 
importance of their internal stakeholders. It is crucial to consider the level of employee 
engagement as organisations build and manage their reputations. Success and 
efficiency of work being done by employees relies on engagement to ensure that 
business imperatives are understood by all employees. Engagement has an influence 
on organisational growth and sustainability and engagement can help organisations 
bring the best out of their employees. Engagement is beneficial for the organisation, it 
has a potential to increase levels of productivity, employee retention, and loyalty 
towards the organisation. This dissertation investigates the employee engagement in 
Sishen mine in the Northern Cape. The aim of the study is to explore the employee 
engagement from the standpoint of the employees of the mine that are directly involved 
in the mining production. Through the lenses of the stakeholder theory, the study 
explores the role internal and management communication in employee engagement. 
A qualitative research method with a case study approach was used in the study. The 
data were obtained from semi-structured in-depth interviews with nine employees of 
the mine. The findings indicate that employees consider achievement, recognition for 
achievement, work itself, responsibilities and growth or advancement the key drivers 
of engagement. The hindering factors include leadership, relationships, working 
conditions, and personal life.  
The study had a few limitations that could be explored in future studies. Self-reported 
data is one of the limitations. Abad, Sorrel, Garcia, and Aluja (2018) describe it as a 
process where the researcher takes what people say, whether in interviews, focus 
groups, or on questionnaires. However, self-reported data can contain several 
potential sources of bias that you should be alert to and note as limitations. This could 
be a limitation that comes from the fact that most employees do not know their role in 
the engagement process, and some do not know that there is a need for them to be 
engaged by their leaders. 
 
Recommendations for future studies  
1. Future research initiatives should focus on the role played by employees in the 
engagement process and how they can influence the way companies communicate 
and engage with their employees.   
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2. It would also be helpful for future studies to look broadly at engagement practices by 
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Chapter One: Introduction to the study  
1.1 Introduction  
Employee engagement has been defined as emotive and commitment to the organisation or 
the discretionary effort displayed by employees in their jobs, Frank, Finnegan and Taylor 
(2004).  Engagement manifests as positive emotions towards work. Engaged employees 
consider their work to be fulfilling and to be adding personal value, with a workload that is 
controllable, and are hopeful about the future of the company and that of their livelihoods 
Nelson and Simmons (2003).  The positive impact of employee engagement on an 
organisation includes productivity, job satisfaction, motivation, commitment, low turnover, 
increased profits and shareholder value and good reputation, Botiveau (2104). As a result, 
organisations attempt to develop engagement programmes that augment employee 
engagement. Research findings indicate that internal communication plays particularly 
important role in developing and maintaining optimal employee engagement levels, Karanges, 
Johnston, Beatson and Lings (2015); Mishra, Boynton and Mishra (2014)    
The South African mining industry faces challenges, such as political and economic instability 
as well as stringent regulations and instability in commodity prices, Botiveau, (2014), Smit 
(2013). The industry is labour intensive and is characterised by complex and often volatile 
industrial relations, Bezuidenhout and Schultz (2013).  The mine is a typical South African 
mining company owned by a large mining corporation.  The mine, situated in a Northern Cape, 
has approximately 11 000 permanent and contract employees, some of whom are originally 
from the host province, speaking the local languages (SeTswana and Afrikaans), while some 
are from other parts of the country. Sishen mine experiences challenges associated with 
managing a diverse workforce, complex industrial relations, maintaining safety record and 
achieving the desired productivity levels. The rationale of this study is that by identifying 
expectations of the employees, employee engagement can be more effective and will lead to 
better alignment of internal stakeholders with the organisational purpose, strategy, and vision.   
1.2 Aim of the study  
The aim of the study is to investigate and explore employee engagement from the standpoint 
of the employees of the mine that are directly involved in the mining production. Employee 
engagement increases the levels of involvement and is key to team building and achievement 
of goals. The study seeks to determine the degree at which employees are engaged and 
informed about the business imperatives. In order to achieve the aim, the following research 
questions will be answered:   
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1. What are the employee’s perceptions of current engagement practices at the Sishen 
mine?  
2. How do employees view the effectiveness of internal communication in the process of 
engagement?  
3. What are the barriers to employee engagement according to the employees of Sishen 
mine?  
4. What are the employees’ expectations of employee engagement and internal 
communication by the mine?  
  
1.3 Summary of Preliminary Literature Review  
Employee engagement is one of the most significant mechanisms in the success of 
organisations because engagement has extensive consequences for employees’ performance 
and their wellbeing at work, Leiter and Bakker (2010). The outcomes of engagement are 
employees being a part of the organisation, taking pride in the company, being loyal to the 
company and going above and beyond the call of duty Saks and Gruman (2014); Welch 
(2011).  Engaged employees care about their work and about the performance of the 
company, Heryati (2019).    
Employee engagement is a multidimensional and dynamic process encompassing the 
cognitive, behavioural, and emotional components Heryati, (2019; Gruman (2014); Welch 
(2011).  According to Ledimo and Hlongwane (2014,) the cognitive aspect focuses on how 
employees view the organisation, and how they experience the organisation as well as their 
levels of involvement. The physical or behavioural component focuses on employee 
participation in the job tasks and how they adopt the organisational values and cultures. The 
emotional or affective factor relates to how employees feel about the organisation, and this is 
shown through commitment and devotion as well as how they connect to the job. Heryati 
(2019) argues that engagement could be viewed as one’s internal state of mind. Sahoo and 
Mishra (2012) argue that effective employee engagement approaches can assist the 
organisation in creating a dedicated workforce and a community at the workplace. This could 
be relevant for industries such as mining where safety is key, everyone needs to be part of the 
community effort to create towards safe environment.   
 
Internal communication is an important catalyst in the process of engagement. Internal 
communication role is to coordinate and integrate, rather than merely disseminate information, 
Hennelly (2011). Markos and Sridevi (2010) attest that reciprocal internal communication 
increases business awareness. MacLeod and Clarke (2009) stress that employees require 
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clear communication from organisational leadership to appreciate how their own roles fit with 
the vision and the goals of the organisation. According to Deepika, (2019) transparent internal 
communication networks permit free movement of information, suggestions and grievances 
between employees and employers in the organisational pyramid which improves the trust in 
the organisation. Mishra et al. (2014) state that methods such as storytelling, informal 
communication, and on the job,  coaching can lead to an acceptable level of employee 
engagement.  
1.4 Theoretical / Conceptual Framework  
According to Grimsley (2019) stakeholder theory is about anyone invested and involved in, or 
affected by, the company: employees, communities, environmental lobby groups, contracted 
employees and supplier groups, government and other key stakeholders. Everyone that has 
an interest or is affected by the organisations and its operations is considered a stakeholder; 
they can come from both inside and outside of the organisation. Bosse and Coughlan, (2016) 
state that the stakeholder viewpoint important in how organisations operate as it serves as an 
alternative to understanding how organisations and people create value sustainably. Freeman 
and Jeffrey (2018) argue that, this understanding can improve an organisation’s ability to 
appropriately manage relationships with stakeholders, thereby improving performance and 
output.   
1.5 Research Methodology  
The researcher utilised an exploratory single case study method.  “A case study is the study 
of the particularity and complexity of a single case” (Thomas 2011). The exploratory case study 
is used when there is no pre-determined outcome. According to Yin (2014), case studies are 
appropriate when asking “how,” “why,” “what,” and “who” questions. In the exploratory case 
study, the questions answered are “how” and “what.” Exploratory case studies are also 
appropriate when you wish to gain an extensive and in-depth description of a social 
phenomenon. The exploratory case study is used to explore presumed causal links that are 
too complex for a survey or experiment, Yin (2014). A case study is not a technique but a 
choice of what is to be studied, Thomas (2011). In this study a qualitative approach was used. 
This approach requires an active engagement between researchers and participants, Tracy 
(2013). According to Tracy (2013) qualitative research provides a broad approach into data 
collection. Data was collected by the means of semi-structured interviews.    
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1.6 Population sampling   
The research focused mainly on mine production employees. The sample was made up of 
people from the core business areas of the mine, which have the highest relevance to the 
mine production outputs. These areas included the mining drill and blast sections, hauling and 
trucks sections as well as plant and engineering sections. A sample of 15 participants was 
selected for interviews (five from Mining Drill and Blast, five from the Plant and five from 
Engineering). The sections are made up of 1488, 690 and 1105 employees, respectively and 
each employee represented specific sections in their areas of work. Saturation was reached 
and therefore no further sampling was conducted, additional participants would have been 
selected if saturation had not been reached. The sample was as heterogeneous as possible, 
to ensure representation and inclusivity of all work groups.  
According to Saunders, Lewis and Thornhill (2009) heterogeneous or maximum variation 
sampling permits the researcher to assemble data to clarify and define the key themes that 
can be observed. Maximum variation sampling is also known as heterogeneous sampling. It 
is a sampling technique that is used to capture a variety of viewpoints that are related to what 
you are interested in reviewing; that is, maximum variation sampling is a search for varied 
perspectives, ranging from those circumstances that are viewed as being typical through to 
those that are more extreme in nature. This is a form of non-probability sampling that considers 
similarities of the population and not everyone had an equal chance to participate, Lund 
Research (2012) The sample was made up of both men and women from the coalface, 
different ages, ethnicity, education levels and different length of service. One-on-one, semi 
structured interviews were scheduled with each of the participants.   
1.7 Semi-structured interviews  
According to Doyle (2020) semi-structured interview is a meeting in which the interviewer does 
not strictly follow a formalised list of questions.  Doyle (2020) explains that a semi-structured 
interview is a meeting in which the interviewer does not strictly follow a formalized list of 
questions. Instead, they will ask more open-ended questions, allowing for a discussion with 
the interviewee rather than a straightforward question and answer format. Adams (2015) 
states that the agenda for a semi-structured interview is never carved in stone. If a 
conversation unexpectedly turns from the first to the fourth topic the researcher reorders the 
topics A voice recorder was utilised to ensure that responses were captured accurately, Doyle 
(2020).   
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1.8 Data analysis  
Interviews were transcribed, and records are being kept on the researcher’s external hard 
drive. Data was then analysed using thematic analysis. Thematic analysis is the process of 
identifying patterns or themes within qualitative data Maguire and Delahunt (2017).  The data 
was mainly presented in the form of a narrative. Scagnoli and Verdinelli (2013) attest that 
visual displays help in the demonstration of extrapolations and inferences and signify ways of 
arranging, simplifying, summarising as well as in the transformation of data. However, the 
researcher did not see it necessary to have data visual display because the responses were 
specific to each question and there were time constraints. 
1.8.1 Data coding  
Data coding is the process of driving codes from the observed data, Linneberg and Korsgaard 
(2019). In this study, being a qualitative research study, the data was obtained from interviews 
using a questionnaire. According to Linneberg and Korsgaard (2019), the purpose of data 
coding is to extract and position an essence and meaning from the responses. The researcher 
extracted preliminary codes from the collated data, the codes were further filtered and refined 
to obtain more accurate precise and concise codes. Yi (2018) states that data coding is 
conducted to prove to the stakeholders that the perceptions that have been collected in the 
interviews are an actual reflection of the respondents and not what the users’ needs and wants 
researcher wants thinks. Later, in the evaluation of data the researcher assigned themes 
based on questions asked and the kind of responses that were provided to draw inferences. 
It was also kept in mind that the process was not just to eliminate excessive data but to 
summarize and derive meaning from the themes. Yi (2018) also states that the data coder 
should ascertain that none of the important points of the data have been lost in data coding. 
1.8.2 Data interpretation 
Lebied (2018) refers to data interpretation as the process of reviewing data using predefined 
methods and processes that help allocate meaning to the data and reach a pertinent inference. 
In the study, the process involved taking the results of data analysis, drawing inferences on 
the similarities to the areas studied, using them to conclude. The method assisted in the 
application of the research findings to the broader mine, therefore, improving employee 
engagement. Lebied (2018) further states that, there are key differences between qualitative 
and quantitative data analysis, and they can be clearly noticed in the interpretation phase. The 
data collected by the researcher was widely open to interpretation and was coded according 
to groups and labelled into themes. The data was analysed and summarized through the 
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following basic principles: notice employee manner of response and mannerism and collecting 
responses. The researcher also grouped the data according to the questions asked, 
responses and areas where the research was conducted. This gave an indication of how the 
different areas of the mine viewed communication and engagement. 
Lebied (2018) also explains that data interpretation refers to the application of processes 
through which data is studied for purposes of arriving at a meaning to make an informed 
conclusion. The process derives a meaning to the information that is being analysed and 
determines its implications. The measurement scale utilised for the data interpretation process 
is Interval. This is a measurement scale the grouping of data into categories, Lebied, (2018).  
1.9 Trustworthiness of the study  
Trustworthiness is key in the qualitative content analysis process, in all its phases, from data 
collection to reporting of the results, Satu, Kääriäinen and Kanste, (2014). A qualitative 
research should encompass issues such as credibility, dependability, transferability and 
confirmability, Sinkovics, Henseler and Ringle (2009). To achieve the required level of 
trustworthiness, the researcher made sure that the data is credible, dependable, can be 
transferred and can be confirmed. Trustworthiness or rigor of a study refers to the degree of 
confidence in data, interpretation, and methods used to ensure the quality of a study, Polit and 
Beck (2014). The methods used for data collection enable the transferability, in that the 
findings of the study can be applicable in other contexts and they enable the researcher to 
arrive to a conclusion about the state of employee engagement within the mine.  
The confirmability which refers to the degree of neutrality of the researcher, Creswell (2013). 
It is a process to ensure that the findings are based on participants’ responses and there is no 
potential bias or personal motivations of the researcher. This involves ensuring that researcher 
bias does not skew the manner in which the findings are interpreted to fit a certain narrative, 
Creswell (2013). The researcher sourced participants from different core business areas of 
the mine, and they were interviewed at different time slots. The questions were similar for all 
participants but based on the line of conversations, follow-up questions would be posed to 
determine if there were there were discrepancies in how employees understand and interpret 
communication and engagement practices.  
Credibility of the study, or the confidence in the truth of the study and therefore the findings, is 
the most important criterion, Polit and Beck (2014). The study was conducted using standard 
procedures that are typically used in the indicated qualitative approach, and an adequate 
justification was provided for variations. This was done by means of transcribing data verbatim 
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and direct translation to ensure that the researcher’s opinions are not added into the 
responses.   
1.10  Proposed Structure of Study  
 Chapter 1- Introduction – This chapter will cover the background to the study, looking 
at the context and the rationale behind conducting the study.  
 Chapter 2- Literature review – This chapter will table the literature reviewed in relation 
to the study  
 Chapter 3- Research methodology – This chapter will dwell on the methods used to 
collect data  
 Chapter 4-Presentation of findings and data analysis – This is where the findings will 
be presented   
 Chapter 5 -Recommendations and conclusion –The conclusion will summarise the 
findings of the research.   
  
1.11  Ethical Considerations  
All ethical clearances have been obtained from the company, and permission has been 
granted at all levels of the company with the condition that the results and findings can be 
shared (key aspects of the research) with the talent management team of the company. 
Bryman and Bell (2011) state that ethical considerations need to be specified as one of the 
most important parts of the research. The research was based on the following points 
representing:  
 Research participants will not be subjected to harm in any way, researcher will obtain 
permission from supervisors to have the employees taking part in the research, in their 
own time  
 Respect for the dignity of research participants (irrespective of gender, nationality and 
background) will be prioritised.  
 Full consent will be obtained from the participants prior to the interviews, the researcher 
will explain the consent form to the sampled employees so they can agree with full 
knowledge of what is required of them  
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 The protection of the privacy of research participants will be ensured by making it not 
compulsory for them to give their names. The focus will be on departments instead of 
individual responses  
 Anonymity of individuals and organisations participating in the research will be 
ensured, the interviews will be one-on-one and not in a group. Participants will be 
allowed an opportunity to conceal their identity should they deem their participation a 
private matter. 
 Any deception, exaggeration or misleading information about the aims and objectives 
of the research will be avoided, the researcher will not make promises about the 
outcomes of the research and will not argue any points made  
 The exercise will be voluntary and any employee that feels vulnerable and not willing 
to partake in the research will not be part of the research and employees will be allowed 
to change their minds amidst the process  
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Chapter Two: Literature review  
2.1. Introduction  
The study is based on these major theoretical components: employee engagement, and 
internal communication. The relevant theories and philosophies on these focal concepts will 
be reviewed and research questions posed.  
This chapter will review the literature that exists on the employee engagement as well as the 
concept of employee engagement and internal communication as well as the levels at which 
employees get engaged (leadership engagement, supervisor engagement and internal 
communication). The review will explore internal communication as one of the crucial drivers 
or elements of employee engagement. The literature review will also explore the stakeholder 
theory, looking at issues of engagement. The concept of stakeholder engagement is gaining 
prominence as a prerequisite for organisations and their stakeholders and it has an impact on 
relations and the organisation’s output. This chapter begins with the synopsis and the 
characterisation of employee engagement followed by a presentation of internal 
communication, discussing the levels of engagement as it relates to the research topic. The 
research will also explore the concept of employee engagement.  
Moreover, the current literature on the value of internal communication will be tabled to 
highlight that employee engagement and internal communication are intertwined approaches 
that work as a result of the other. In fact, employee engagement is an outcome of a number 
of activities that are in most cases spearheaded by internal communication. The literature on 
stakeholder theory, stakeholder engagement (definition of a stakeholder, key drivers of 
engagement and effects of internal communication) will be discussed. The review will also 
look at outcomes of engagement as well as the different levels of engagement (cognitive, 
emotional and physical engagement) as well as the perceived outcomes of being engaged at 
these different levels. The employee engagement concepts are related to internal 
communication strategies and outcomes because they relate to organisational goals. After 
that, employee engagement in the context of a mining company will be conceptualized, 
borrowing from human resources concepts on engagement.  
From a human resources and psychological perspective, there is a substantial amount of work 
that has been done in the subject of employee engagement and the impact it has on 
employees and their work output and commitment to the organisations.  According to 
Tepayakul and Rinthaisong (2018), previous research projects highlight job satisfaction and 
employee engagement as being critical to organisational goals. Numerous studies revealed 
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an effective relationship that exists between job satisfaction and employee engagement with 
a significant direct effect. However, there is not much emphasis on the role that is currently 
being played or that can be played by internal communication in the employee engagement 
process. As a function that cuts across the organisation, internal communication is central to 
all activities that entail information sharing, Chow (2019). It is, therefore, imperative for internal 
communication to be central in ensuring engagement. Mishra, Boynton and Mishra (2014) 
assert that internal communication is fundamental in the process of harnessing a culture of 
transparency between management and employees, and it can assist in the engagement of 
employees in the organisation’s priorities. Benefits for organisations are in areas such as 
organisational outcomes, job satisfaction, employee performance, commitment to the 
organisation, profits, productivity and employee retention, Chow (2019).  
 
According to Madhura and Deepika (2014), organisations today value engaged employees as 
they view them as instrumental strategic partners in the business. When employees are 
engaged, they know how to conduct their jobs for the benefit of everyone in the company, 
Chow (2019). As the mining industry strives to survive in this highly regulated environment  
with stiff rivalry, the mental and physical well-being of employees is becoming one of the 
important aspects that organisational leaders need to put more emphasis on. That is the 
reason why employee engagement is today viewed as giving companies a competitive edge 
in the market.  
Kennan and Hazleton (2006) advocate for an interpersonal perspective that emphasizes the 
trust between management and employees and a connection amongst employees and their 
managers as the key features of good internal relations. Internal communication also regards 
employees as “important stakeholders” whose behaviour and communication contribute to 
corporate identity and play a big role in how it is projected to external stakeholders, Hayase 
(2009).  
2.2 Stakeholder engagement theory  
Stakeholder theory has moved into the conventional side of management thinking and it is 
becoming crucial in business ethics and other management disciplines, Freeman et al. (2010). 
consequently, there is an increasing need to explore how businesses actually engage with 
their stakeholders.  
 
In 1984, Edward Freeman originally detailed the Stakeholder Theory, which talks to the ethics 
that address morals and values in the management of an organisation. His award-winning 
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book Strategic Management: “A Stakeholder Approach”, he identifies and discusses at length 
the groups that have an interest due to being impacted by the business, which are 
stakeholders of a corporation. He describes and makes recommendations on methods and 
approaches by which organisations can give due regard to the interests of those groups, 
Freeman et al. (2010). 
 
The theory has assisted in setting out standards for key considerations in the study of business 
ethics. It has also provided a platform for further studies about stakeholder engagement in 
different industries. Freeman et al. (2010) also state that since the 1980s, the theory has 
become prominent, with scholars continuing to interrogate the sustainability of putting focus 
on shareholders and their wealth as the most vital objective of business, Freeman et al. (2010). 
 
Stakeholder engagement theory assumes that business is made up of associations amongst 
clusters that have a stake in the activities that make the business achieve its goals in order to 
continue to prevail. To understand a business is to know how these relationships work and 
evolve over time and to leverage them for the benefit of all stakeholders, Freeman, Kujala, 
Sachs and Stutz (2017). Eskerod, Huemann and Savage (2015) defined stakeholders as 
individuals or groups that affect or are affected by the activities of the organisation. These are 
employees, contractors, communities, suppliers, customers and other businesses. Eskeron et 
al. (2015) also state that stakeholder theory emphasizes the importance of considering 
individuals and groups that exist within the business space. As Freeman et al. (2010) puts it, 
stakeholders are people with backgrounds and livelihoods, they are not merely holding a 
space within society.   
 
Stakeholder theory is a proponent of a practical, effective, and principled way to manage 
organisations in a highly complex and turbulent environment, Freeman et al. (2010). The 
approach emphasises the importance of monitoring the impact that the organisation has on its 
stakeholders. According to Eskerod et al. (2015), it is imperative for organisations to account 
for multiple constituencies impacted by their business activities. The theory emphasises the 
importance of building partnerships and for organisations to understand the importance of 
stakeholders in the success of their business, Eskerod et al. (2015). Therefore, organisations 
must design and put in place strategies aimed at building good relationships with stakeholders. 
When stakeholders, including employees are treated well, they tend to reciprocate with 
positive attitudes and behaviours towards the organisation, Eskerod et al. (2015). 
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Windsor (2017) states that stakeholder research is mainly linked to theories in business 
management such as the value creation theory. The theory states that the value created by 
the business should impact positively on the organisation’s stakeholders . Windsor (2017) 
further argues that value creation is heightened when it is agreed between all stakeholders on 
which values are significant. Thus, the theory explicitly recognizes the role and common 
interdependence of value and values within organisations. Laplume et al. (2008) states that, 
notwithstanding its development for more than 30 years, stakeholder theory still leaves out a 
few fundamentals when addressing the questions of how organisations create value that 
impacts all stakeholders. Laplume et al. (2008) further asserts that these range from how 
organisations engage with stakeholders and share important information (internal and 
external), buying and making available more products or services (customers), engage in 
corporate social investment (CSI) projects and activities (communities), or provide a setting 
where employees work hard and give their discretionary effort, while maintaining loyalty 
towards the organisation, even during tough times. Windsor (2017) explains that the theory 
ties the energy of stakeholders with the fulfilment of the organisation’s goals. Stakeholders 
become willing to support the organisation because the attainment of goals is beneficial to 
everyone.  
2.2.1 Stakeholder engagement as a way of building relationships with internal 
stakeholders  
Stakeholder engagement is premised on the notion that those groups who can affect or are 
affected by the achievements of an organisation’s purpose should be informed and be given 
the opportunity to comment and input into the development of decisions that affect them, 
Freeman et al. (2010). Organisations do not have a choice but to engage with all their 
stakeholders (internal and external); and they need to constantly find ways to successfully do 
so, Jeffrey (2009).   
This suggests that employees (internal stakeholders) will conduct themselves in a manner that 
will ensure the success and even growth of the business, McCubbrey (2009). When 
employees recognise their stake in the business, they are likely to take pride in their work, 
Leigh-Hunt (2016). Moreover, this assumption recognises the employees as being easy to 
reach for purposes of sharing information about the organisation because they are within the 
organisation. McCubbrey (2009) further states that leaders can use their role to communicate 
the organisation’s vision and goals and help employees in the identification of areas that need 
improvement, McCubbrey (2009).   
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2.3 Definition of employee engagement  
Hlapho, (2015) states that the concept of employee engagement has been defined from either 
the employee perspective of the organisational perspective, while in some instances it has 
been explained from both perspectives, depending on the nature of study. Most researchers 
have looked at it from an HR perspective, it has not been broadly investigated from the internal 
communication perspective. Engagement can be taken as both an action as well as a state of 
being, engaged employees are viewed as being at a certain state of mind about the 
organisation (state of being).   
Employee engagement can be equated with empowerment of employees, enhancing 
employees’ behaviours and perceptions of efficacy, motivation, trust and their leader’s 
confidence in them enhances behaviours that are beneficial for organisation, especially higher 
levels of performance and discretionary effort at work, Auh, Menguc and Jung (2014).  
According to Omar, LeFevre, LeFevre and Bentley (2019), employee engagement is an 
evolving topic that has been gaining significant attention from human resources experts and 
researchers in the professional and the academic space. Employee engagement is about 
drawing on our employees’ knowledge and ideas to improve our products and services, and 
be innovative about how we work, Macleod (2019). Employee engagement encourages 
motivation that is not dependent on the salary or the next promotion, employees work on behalf 
of the organisation, for the attainment of its goals, Kruse (2012). If the leadership is not mature 
enough to enable employee engagement even when a change occurs, there might be a 
confusion about engagement as an act and a state desirable for employees, Bezuidenhout 
and Schultz (2012). The confusion has a potential to present problems in the measurement of 
the concept and the way it is used when implementing and evaluating strategies aimed at 
building employee engagement, Omar et. al (2019: 221 - 222).   
Employee engagement as a concept considers both the act of engaging with the employees 
and the state of engagement that is an outcome of the actions. The act often requires the 
internal communication function’s involvement and lead in support of leadership. Karanges, 
Johnston, Beatson and Lings (2015) have recognised internal communication as having an 
influence on employee engagement. They further state that internal communication (action) 
and leadership engagement support workplace relationships (state of engagement). Allen 
(2014) also posits that the state of engagement is not about simply being satisfied with the 
employment arrangement, or basically being happy that one is employed. According to Allen 
(2014) engagement, in contrast motivates passion and commitment – the reaction and 
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willingness to invest oneself and expend one’s discretionary effort to help the business achieve 
its targets and succeed.  
According to Macey and Schneider (2015), employee engagement definition is ambiguous 
both in the academic and the research spaces. They state that employee engagement (term) 
is utilised at times to refer to the psychological state of mind, qualities, and behaviors as well 
as their antecedents and outcomes, Allen (2014). simplifies the definition of employee 
engagement as the emotional pledge that the workforce makes towards the organisation, 
which influences their actions to ensure the organisation achieves its goals, knowing that if the 
organisation succeeds, they also succeed. Allen (2014) further attests that engaged 
employees demonstrate behaviours such as care, devotion, enthusiastic accountability and 
are results orientated. When employees feel engaged by the organisation, they feel cared for 
and they, in turn, care about the organisation and they use discretionary effort in doing their 
jobs. They get committed in their jobs and they find it easy to make decisions that impact 
positively on the organisation, for instance, the decision to work safe and to influence other 
employees’ behaviours on safety (in the mining sector). They tend to live the company values 
and feel accountable for their actions and those of their colleagues.   
 This kind of discretionary effort is what is required in the mining companies who have to 
comply on safety as it is key to sustainability of the mines and the communities in which they 
operate and in ensuring that their licenses to operate do not get rescinded. Employees have 
a potential to become prominent ambassadors for their organisations when they feel gratified 
by the organisation, they become solution driven and they continuously generate ideas to 
improve; they are emotionally engaged with their organisations and they have a say in how 
the organisation operates. In order to achieve this, organisations need to pull resources and 
empower their leaders and put them in the forefront of the engagement process. According to 
Nardi (2019) employee engagement is explained as not being an old phenomenon, and it is 
gaining momentum in the 21st century due to changes in the world political landscape and the 
regulatory frameworks as a result. It is also posited that organisations have always used 
communication as a means for reaching out to employees, but it has never been utilised as 
means for engagement because most of the times it facilitates for top down messages, Nardi 
(2019).  
 2.3.1 The psychological state of engagement  
Cognitive state of engagement: De Lacy (2009) explains that the term “cognitive” is a 
psychological term, referring to the way individuals process information and how they perceive 
the manner in which information is presented to them. According to Rotgans and Schmidt 
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(2011) cognitive engagement at work can be considered as a psychological state in which 
employees are determined to understand their work and in which employees persevere to do 
their work diligently.   
Rotgans and Schmidt (2011) describe cognitive engagement as the degree to which 
employees are prepared to take on their duties and give a discretionary effort. This includes 
the effort that employees are willing to devote in working on the job, (safely and productively). 
Cognitive engagement has conventionally been operationalized by determining the work yield 
and to determine if employees take instructions properly, work attendance, or their general 
interactions with colleagues and their supervisors, and how motivated they seem while 
engaging in at work. This describes cognitive engagement as a more or less stable trait of 
employees, but it does not take the context into consideration. Cognitive engagement can 
have an impact on all levels of employee engagement because all levels of engagement 
determine the extent of employees’ commitment to the organisation.  
2.3.2 Emotional engagement  
Evidence also suggests that employee engagement is related to emotional experiences and 
wellbeing, May et al. (2004). Researchers have found that emotional factors are linked to an 
individual’s personal satisfaction and the sense of inspiration and affirmation they get from  
their work and from being part of their organisation, Towers Perrin (2003). However a 
considerable number of employees agree that their company is not a good place to work, 
suggesting they are emotionally unhappy, whilst others argue emotions should not be allowed 
to flow free, and that employees are more productive when their emotions are managed, 
Holbeche and Springett (2003). Employees need to be engaged emotionally and this is 
characterised by the way people feel about certain things in the organisation and in their lives. 
This includes their work, families, and their communities. The level of attachment to the 
organisation is determined by how employees deliver on the strategy. Emotional engagement 
can be displayed through the following:  
2. 3.2.1 Employee pride and trust 
According to Gibson (2018) employee pride in the organisation directly affects job 
performance, top management support. Senior management should be aware that, in order to 
achieve high performance, employee pride is a necessary ingredient. Pride is positively related 
to employee job satisfaction, and job performance. When employees are proud of their 
employer, they become willing to give discretionary effort and they follow processes when 
doing their work. When they take pride in what they do they work sae, ensure they produce 
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quality output. Employee engagement has a potential to build pride amongst the employees 
and get them to understand that their job plays a fundamental role in the organisation’s 
success. Gibson (2018) further states that if employees work for a reputable organisation that 
has principles based on trust and integrity and they know the job they do creates value for 
everyone within the organisation, they feel a sense of pride and they contribute willingly. They 
also play a role in positioning the organisation, sharing the news about the good being done 
by the organisation for the employees and the communities in which they operate. Dyer (2019) 
explains that employee engagement can build a sense of pride that is motivated by trust and 
get the employees to feel good about being associated with the organisation. On the other 
hand, engagement builds trust between employees and the employer. Dyer (2019) states that 
when employees feel trusted, they get empowered do their work efficiently, they give a 
discretionary effort and they perform to their best capability. Employees also trust the employer 
when they know they are trusted, and they’ll be supported in learning and developing skills 
and in optimising what they know best.  
2.3.2.2. Employee recognition  
Gibson (2018) argues that consistent, timely, and meaningful rewards and recognition do not 
need to be costly or time consuming, but they should be a priority, as employee recognition is 
one of the leading factors contributing to employee satisfaction and motivation. Employee 
recognition is a key driver of motivation and employee satisfaction in the workplace. 
Employee engagement can work as a form of recognition as well as an outcome of 
engagement for employees. When management at all levels of the organisation takes time to 
share important news and information with the employees, they not only build en engaged 
workforce but they recognise the employees and their contribution to the organisation and that 
goes a long way with employee morale. It means the employer recognises the important role 
played by the employees in the strategy and the vision of the organisation and they do not 
want to leave them behind as they move towards the attainment of the goals. According to 
Bailey, D. (2019) another important form of recognition is that of talking about the good work 
done by the employees, everyone likes a kind word and to be recognized for their contribution. 
By supervisors, colleagues and at higher levels of the organisation, everyone feels good when 
they get mentioned for good work they have done. According to Gibson (2018) recognition 
means management engages with employees and the work they do, and it opens lines of 
communication for better engagement to occur. It is crucial for managers and supervisors to 
take an interest in their direct reports’ and recognize their efforts. Employee engagement is 
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not only for purposes of appeasing employees, it works even in difficult times, that is why it 
should be embedded as part of the culture of the organisation, Bailey, D. (2019)  
2.4. Factors contributing to employee engagement  
2.4.1 Work stimulation  
Employees become more engaged when they feel stimulated and challenged in their work on 
a daily basis. Engagement is not limited to messages and information, it also talks to the 
projects that keep them busy, those that have a potential to empower them and get them to 
think out of the box. Engagement is an umbrella term that covers the full range of an 
organisation’s efforts to understand and involve employees in its activities and decisions, to 
stimulate and encourage performance.  
It is important for organisations to challenge all employees by offering projects that assist in 
their growth, while developing their skills in teams and as individuals. This is how supervisors 
and managers can determine if the employees are a good match for the roles they hold within 
the organisation. When employees are bored, they become disengaged and they contribute 
less, Roack (2020).   
2.4.2 Personal Development  
If employees know that there are no opportunities for growth from where they are, that five 
years from now they will be in the same position without prospects for advancement, they do 
not see the need to prove themselves. It is imperative for employees to be given prospects to 
grow and advance their skills by means of training, coaching, mentoring and challenging work 
projects, Patro (2013). This demonstrates to employees that there is a certain level of 
engagement by the organisation, aimed at their personal growth and development. It is the 
responsibility of managers and supervisors to ensure that employees expand their roles and 
capabilities. Engaged employees grow in their thinking and in the way, they execute their 
tasks, Patro (2013).   
2.4.3 Positive Work Environment  
According to Gangwar (2018) a positive organisational workspace aids in the employee 
engagement process due to the fact that a positive work environment supports   its employees. 
Employees who are in a positive, supportive work environment become willing to engage. 
When employees have created close relationships within the organisation, they also build 
emotional bonds and that create a stronger sense of belonging, team spirit and commitment 
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than when people see the work environment as simply a place of work. It is every 
organisation’s duty to plan activities that build teams and environments t to enhance employee 
connections. Gangwar (2018) states that when employee have built relationships with each 
other, motivated by the environment they work in, it becomes easy for them to commit to the 
organisation. Employee engagement can improve the work environment.  
2.4.4 Giving employees a voice  
Latif and Arif, 2018 explain employee engagement as a two-way process, with the word 
engagement being the operative word in the process to ensure that the employees feel heard. 
Employee engagement is about providing employees a voice and a platform, and they become 
willing to engage, especially when it comes to issues relating to the strategy, their jobs and 
their departments. It is key for organisation to allow employees to exercise their freedom of 
speech and provide consistent feedback, especially in relation to the work they do within the 
company. According to Rucka, Welch and Menara (2017) organisations and leaders that are 
dedicated to employee engagement appreciate that it is an ongoing process and it is never 
complete. It is therefore important that employee engagement becomes part of the 
organisational strategy and get driven at a higher level of the organisation. Leaders that put 
emphasis on creating an environment that integrates these emotional drivers have the 
probability to improve their organisational culture.   
2.5. Benefits of employee engagement for organisations   
When employees are engaged, they become clear about the vision and mission of the 
organisation and they understand their role in the attainment of the organisation’s goals. They 
are able to make a connection between their job, including their daily tasks and how they 
influence the company’s overall performance. Pijnacker (2019) states that the duty of 
organisation is to provide clarity on expectations, roles and responsibilities so that employees 
can comprehend how their work contributes to company goals. It is important for employees 
to feel part the bigger picture, clarity gets them to understand that their work has an impact on 
the overall performance of the organisation. When employees are engaged, they become, 
employees understand what outstanding performance looks like in their role, Pijnacker (2019)  
2.5.1 Employee engagement and talent retention  
Fitch and Agrawal (2014). Mann and Harter (2016) explore employee engagement outcomes 
at operational level and discovered that it is positively related to productivity which has an 
influence on profits. They also emphasize that when employees are engaged, they become 
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confident of their contribution becomes visible because their efforts drive higher productivity 
within the organisation and when an organisation is productive it becomes profitable and levels 
of retention becomes high. It is confirmed that engaged employees tend to commit to the 
organisation, Chaurasia and Shukla (2013), and this has a ripple effect as they can influence 
their co-workers to increase the productivity of their work in order to improve the general image 
of the organisation. It may be argued that when leaders are engaged and inclined to 
empowering subordinates, they motivate everyone to be engaged and they add more 
autonomy of decision making through creating meaning to subordinates’ jobs.   
2.5.2 Employee engagement and a stronger organisational culture  
A solid workplace culture is a major element in the employee journey and experience within 
an organisation. According to Alvino (2020) the vast majority of employees at organizations 
with strong cultures, feel listened to by their senior leaders—something that can only occur 
with strong internal communication.  
2.5.3 Employee engagement and internal dialogue  
Employee engagement increases and offers opportunities for employees to have a meaningful 
dialogue with their leadership and amongst each other. They engage on certain aspects 
pertaining to work, organisational growth and their personal development, Edvardsson (2011). 
This in return increases their motivation and they realise that they are an integral part of the 
company, which in turn encourages them to contribute to sustainable growth of the 
organisation.  
2.5.4 Employee contribution to organisational productivity  
Internal communication is a fundamental process in the employee engagement space, 
employees share information, form relationships, make meanings, and construct 
organisational culture and values, Berger (2008). If used constructively, internal 
communication can be recognized as underpinning modern organisation, Men (2014). The 
past decade has seen public relations practitioners focusing their attention on building and 
maintaining quality and strategic relationships with key external stakeholders, Kent & Taylor, 
(2002). Among the key stakeholders that organisations have, employees are the ones with 
whom organisations have the closest connection, Men and Stacks (2013). Employees are the 
force behind production and profits for the organisation. Their view of the organisation, 
attitudes, behaviours, and contribute directly to the organisation’s productivity, performance 
and success, Men and Stacks (2013). Employees are the living faces of the organisation, they 
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convey messages about company operations to stakeholder, upon whom the organisation 
depends.   
2.5.5 Employee engagement and organisational effectiveness   
Employee engagement goes beyond the traditional philosophy of job gratification, 
organisational commitment and / or job satisfaction. Employee engagement is also key to 
organisational effectiveness and business growth and improvement, Welch (2011). According 
to Ackerman-Anderson (2017) Whenever a change occurs, people go through an emotional 
transition. They go through different emotions such as shock, disorientation, fear and even 
anger. It is crucial for organisations to acknowledge the emotional state of the employees and 
to provide support this can be done by means of engagement and continuously seeking 
feedback from the employees. If the emotional state of the employees is not taken into 
consideration, with no engagement the feelings will not only persist, they may intensify, making 
it difficult for employees to adapt to change and the challenge even greater.  
2.6 Keeping employees informed   
There are many variables that may contribute to promoting employee engagement, Hayase 
(2009). Effective internal communication was found to be a key driver for employee 
engagement and fundamental in the process of keeping employees informed, Gaither (2012). 
Linjuan (2012) suggests that the value of internal communication is not only about generating 
favourable employee perception toward the organisation, but it is also about engaging 
employees in discussions as individuals and in groups, decision making especially about their 
work (safety being key in the mining sector), organisational activities, and personal 
development, which are directly linked to organisational efficiency.   
2.6.1 Defining internal communication  
Internal communication is defined in numerous ways, and these all depend on the context it is 
performed in, it is often understood and utilised in different ways, depending on organisations. 
Yeomans and Fitzpatrick (2015) define Internal communication as the term utilised to define 
an organisation’s managed communication systems and processes, where employees are 
referred to as an internal stakeholder group. Mbhele (2017) defines internal communication 
as a process in which participants exchange ideas, feelings and information. All parties get an 
opportunity to create and share meaning in order to reach mutual understanding. Vercic, 
Verčič and Sriramesh (2012) define the construct internal communication as being used to 
define an organisation’s managed communication process and systems. Depending on where 
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the internal communication function sits within an organisation, other terms used to define it 
include ‘organisational communication’, ‘employee communication’ or ‘internal marketing’.   
Other studies found that internal communication is commonly defined as a tactical, one-way 
function that is responsible for producing and disseminating internal communication 
messages, especially leadership messages Verčič, Verčič, Dejan, Sriramesh, and  
Krishnamurthy, (2012). This contradicts the definitions of internal communication as a function 
that enables two-way communication. Nevertheless, the management concept of employee 
engagement, suggests that ‘building two-way, trusting relationships with internal stakeholders, 
with the aim of improving organisational effectiveness’, should be a tactical exercise for 
organisations, Yeomans and Carthew (2014) and practitioners Fitzpatrick and Valskov (2014).  
Internal communication is composed of a diverse array of channels and activities intended at 
distributing the message about a variety of activities within the organisation and create a 
dialogue. These include publications, staff briefings and intranets, events to name just a few. 
Mbhele (2016) states that internal communication is meant to act as the catalyst to 
organisational excellence and effectiveness. However, in the mining companies the 
communication function is still facing many challenges that include it being viewed as a 
“conveyor belt” for message dissemination or an event coordinating function. The Brunswick 
report (2013 – page 7) explains that in more forward-looking companies the internal 
communications function has earned a seat at the decision-making table because there is a 
need for a dialogue within the organisation. In some organisations “communication is like a 
foster child – never really has a home within the organisation. Everyone acknowledges that  
“communication is important, but the action of leadership does not always reflect this.” Mbhele 
(2016) also argues that the main challenge is due to organisations not fully comprehending 
the influence of internal communication. She further states that strategic internal 
communication promotes link that exists between the organisation and its internal 
stakeholders’ buy-in to the organisational mission. Engaged employees play a crucial role in 
positioning the organisation through dialogues amongst themselves both formally and 
informally. Like any industry the mining industry is often faced with instability due to commodity 
prices and service delivery protests within the communities in which they operate. With the 
employees being from the same communities it often helps to have them engaged and 
understanding the organisation’s mission and its plans for sustainability of the surrounding 
communities. Internal communication, when utilised efficiently, it facilitates for employee 
engagement boosting their understanding of the vision of the organisation; informing and 
building a sense of belonging and commitment towards the achievement of the organisation’s 
strategic goals Mbhele (2016).   
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Internal communication is about the organisation (everyone within the organisation) 
expressing itself in such a way that it is readily and clearly understood by its internal audiences. 
This is not limited to management messages; it refers to the dialogue that is meant to occur 
between employees and the organisation’s leadership. Mbhele (2016) states that internal 
communication can be formal and informal, with formal communication referring to 
communication initiated by management. Informal communication could be referred to as the 
form of communication that has no particular source, with no specific starting point, or one that 
is influenced by formal communication. Vercic (2012) asserts that internal communication has 
been defined in numerous ways. Some practitioners found that internal communication is 
tactical and is one-way in nature and it exists for the purpose of producing and disseminating 
internal messages, with limited possibility for feedback. Hayase (2009) states that internal 
communication can be viewed and utilised as the catalyst for organisational excellence and 
effectiveness, as it facilitates the dialogue at all levels. Internal communication is key to 
organisational processes, and how organisations operate to achieve tactical goals. Internal 
communication is one of the functions that are essential to the organisation. Yeoman and  
Fitzpatrick (2015) state that the function’s role is that of a “middle-man” in between 
organisational management and the employees. It is the function’s purpose to provide support 
to organisations and function to reach out to employees, finding ways to cascade messages 
and relevant information for employees to conduct their tasks and to follow organisational 
processes. According to Deepika (2019) large organisations have open and supposedly 
transparent communication networks, that allow free flow of information. However, oftentimes 
this does not include the feedback component that is also key to the engagement process. A 
free-flowing communication that allows an opportunity for feedback, is the starting point for 
employee engagement as it makes it a prerequisite for employees to provide feedback. Within 
the South African context there are several surveys conducted to determine employee levels 
of engagement and commitment to organisations, with the Best Company to Work survey 
being one of them. The survey is used by most organisations, in different industries, as a 
means to determine their attractiveness to existing and potential employees’ and to also 
determine the employee commitment to the organisation and its goals, Best Company to work 
for survey report, (2017). However, some of the fundamental human resources dimensions 
integrated in the Best Company to work for survey are not mutually inclusive of internal 
communication, it is viewed on general terms as a human resources concept, leadership 
communication (often top-down) and not as part of engagement, with human resources being 
positioned as being key to employee engagement.   
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Mazzei (2014) states that all employees, not just managers and communication specialists, do 
have a communication role within organisations and contribute to explaining the organisational 
goals to their peers and in their communities. According to the statement, employees play a 
crucial role in the process of engagement, they engage each other informally on what is 
happening around them. It is therefore to the best interest of the organisation for employees 
to be informed of what is happening within the organisation through engagement.  
 
Mbhele (2016) further attests that “the stakeholder approach places both manager and 
employee at the centre in an effort to build mutually beneficial relationships and calls for 
strategic management of communication”, Mbhele (2017: 37). This highlights the importance 
of getting everyone in organisations to become ambassadors of the organisation, positively 
influencing each other on the organisational strategy and other key aspects of the 
organisation. Internal strategic communication, through creative means of engaging with the 
employees has a potential to motivate leadership to engage with employees and for the 
employees to further engage co-workers and their communities to improve levels of 
commitment towards company goals.  
2.6.1.1 Employee engagement and communication in organisations  
There is no pool of scientific research that concentrates solely in the affiliation between the 
employee engagement and internal communication, Nardi (2019). This could be due to 
employee engagement being not just about communication as an activity. Employee 
engagement is a process that touches on the state of mind and that of the employees’ 
wellbeing. However, the effective communication (two-way communication) with employees 
creates an atmosphere where employees are engaged. Internal communication has the 
potential to open channels of communication that enable two-way communication. Leimbach 
(2015) believes that two-way communication is fundamental to employee engagement 
because employee engagement contributes to job satisfaction, high productivity, and low 
turnover. Fenner, S. (2015) asserts that two-way communication is one of the critical tools in 
the business world. Two-way communication is explained as a process where messages are 
conveyed between employers, employees and other key stakeholders, and feedback is 
essential for all parties to be confident that the message was received and understood by all 
parties involved. Nardi, (2019) further explains that everyone at all the levels of an organisation 
has a role they play to the benefit of the organisation, besides that of production. HR, senior 
leadership, managers and employees have a prominent role to play in engagement, they 
collectively take ownership of the process and they do so in ways that best leverage their roles 
and influence in the organisation.   
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 2.6.1.2 Employee engagement as an outcome  
Macey and Schneider (2008) further elucidate on employee engagement as being more than 
just employee satisfaction with the employment arrangement, communication messages or 
basic loyalty to the organisation, features that most organisations continue to measure by 
using tools such as the Best Company to Work for survey. Employee engagement is an 
outcome of an individual employee’s experiences with the organisation in their job which 
informs a choice to either engage or disengage with the organisation, Macey and Schneider  
(2008). An “engaged employee” is fully engrossed by and fervent about their work and takes 
positive steps to further the organisation’s standing and interests. Engaged employees invest 
in the organisation and they are willing to expend their discretionary effort to achieving the 
organisational targets. Deepika (2019), states that employee engagement motivates aspects 
such as teamwork, organisational image (internal and external), which is key in the stakeholder 
relations management process, attitude of senior management towards employees, active 
organisational communication, forming work-life symmetry, and as a form of recognition and 
reward system. Internal communication as a tool of engagement can be useful in the process 
of rewarding and recognising employees, the tools and channels can assist in positioning both 
employees and leadership to ensure engagement yield positive results for all parties, for the 
benefit of the organisation.  
2.6.1.3 Employee engagement as a leadership role  
As a concept employee engagement has been looked at as a responsibility of different entities 
within organisations. Organisations should make engagement a part of the leadership role as 
it has a bearing on how they lead the organisations to reach their goals. Organisational 
leaderships are beginning to see the link between emotionally connected employees and the 
organisations’ bottom lines and the value added by stakeholder engagement, Ruck and 
Trainor (2012). However, Ghadi, Fernando and Caputi (2013) argue that the assumption that 
higher levels of employee engagement can lead to enhanced performance and increased 
competitiveness, mining leaders (in this instance) need to have a deeper understanding of the 
different approaches  and to develop skills to engage their workforce in the SA mining industry. 
It is therefore, becoming imperative that roles and levels of engagement be clarified and 
understood at all levels of the organisation, and for role players to know their responsibility 
and to be equipped at all levels of the organisations (leadership, supervisor, internal 
communication and employees).   
Wilkins (2010) asserts that one of the challenges that organisations face are due to lack of 
understanding of the positive impact of having a connection with all stakeholders and getting 
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them to support the strategy and the goals of the organisation. Wilkins (2010) further states 
that communication from leadership (through internal communication channels) to employees 
often lacks the potential for feedback. This then implies a lack of two-way communication 
(engagement) between the organisation and its employees and results in employees not 
understanding the organisation’s strategy and they end up not feeling any sense of belonging 
because they do not know the organisation they work for, Mbhele (2016). Organisations need 
to recognise the skills and strategies leaders need to possess to be able to engage employees, 
especially in the SA mining industry. Furthermore, understanding the role of internal 
communication in the engagement process is critical as this can assist in addressing the 
misconception that employees are engaged because a few e-mails have been sent out.   
There is a need to keep employees engaged about what is key for their wellbeing and in the 
mining industry, employee wellbeing is linked to that of the organisation. Mbhele (2016) further 
states that organisations have a role to strengthen and fully resource their internal 
communication offices, with personnel and advanced engagement tools to ensure that they 
assist the organisation in ensuring that employees are kept abreast of what is happening in 
the organisation. With modern technologies employee engagement can be achieved because 
there are feedback options, which is what engagement is about. Internal communication tools 
and strategies can facilitate for employee engagement to occur at all levels of the organisation, 
providing support to organisational leadership. Cawe, (2006) further argues that employees 
need to be emotionally engaged to form meaningful connections with the organisation and to 
experience empathy and concern for the organisation and their leadership. If employees were 
to be engaged at all levels (leadership, supervisor and internal communication) they would 
take it upon themselves to campaign for the wellbeing of themselves, their peers and that of 
the organisation. Line managers and supervisors are regarded as pivotal in the engagement 
of employees. Lewis, Donaldson-Felder and Tharani, (2012) suggest that the manner in which 
leadership relates and interacts with employees is crucial in employee engagement. Line 
managers play a crucial role in the employee engagement process because they need to 
engage for purposes of the work to be done, and they need to translate the vision and strategy 
of the organisation into a language understood by employees at all levels. Hlophe, (2015) 
further posits that “executive and senior management rely heavily on the line management to 
communicate and implement the strategic decisions of the organisation. If line managers 
responsible for operationalising the strategy are not engaged, it could have an impact on the 
overall employee engagement process and the attainment of the organisation’s strategic 
goals.” Cawe, (2006) argues that being cognitively engaged refers to those who are acutely 
aware of the organisation’s mission and their role in the attainment of the organisational goals, 
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Cawe (2006). In essence, employee engagement applies to all employees at all levels , it 
facilitates for the cascade of the vision, the mission and the goals of the organisation. It would, 
therefore, take leadership to all levels of the organisation and everyone would be a true 
ambassador of the organisation, inside and outside of the organisation.   
2.6.2 Key elements of internal communication   
Tkalac (2016) argues that feedback and informal communication are critical elements of 
internal communication and are most pertinent for employee engagement. Feedback opens 
channels of communication as well as the opportunity for dialogue, it is a big component of 
engagement. Informal communication on the other hand channels communication messages 
to all level of the organisation. When sharing information with employees, feedback and 
informal communication play a vital role in getting the message across, they could be viewed 
as enablers of engagement. Ruck and Welch (2012), assert that internal communication and 
employee engagement do not operate separately from each other, they “feed” off each other, 
which confirms that internal communication is a significant feature in the process of employee 
engagement. Internal communication is often utilised as a tool for information dissemination. 
However, it is a tool that has a potential to bring stakeholders together to maximize efficiency 
and productivity. Tkalac (2016) explains that Internal communication should be standardised 
as playing a central role in employee engagement, because of its positioning within 
organisations. Karanges, Johnston, Beatson, and Lings (2015) state that this suggests that 
internal communication strategies, when efficiently designed and applied, can help 
organisations to build and sustain high levels of employee engagement, which can lead to 
enhanced performance.   
Tkalac (2016) further states that it is important for leadership and managers at all levels to 
understand the importance of internal communication in enhancing employee engagement. 
Due to its nature of cutting across and being central within organisations, internal 
communication is a function that requires everyone in organisations to participate, it should be 
coordinated in such a way that it provides an opportunity for everyone to communicate, that is 
how engagement can be achieved. Organisations, however, need to be cognizant that 
engagement is broad, with several influences, from internally and externally. Ruck and Trainor, 
(2012) explicate that since organisations (in this case, the mining sector) are driven by many 
factors, changes within the environment, changes in the political and economic sphere, 
government regulations, and public opinion, all of these influence the way organisations 
engage with their key stakeholders. These factors can also be telling to whether engagement 
is taking place or not. Tkalac (2016) emphasizes the importance of internal communication 
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and the value add to employee engagement. “However, to contribute to engagement, 
organisational practices of internal communication need to be acceptable and appropriate for 
internal stakeholders”.   
2.6.3 Internal Communication as a critical component for engagement  
Deepika (2019) states that internal communication is one of the critical components of a 
modern industrial organisation, especially big organisations with sub-units at distant 
geographical locations. Such organisations need to have open, formal and informal, clear and 
transparent internal communication networks. The internal communication structure needs to 
permit free flow of information, throughout the organisation, suggestions, feedback, work 
discussions between employees’ and employers as well as recognition anecdotes. These are 
facilitated through internal communication platforms and by internal communication 
practitioners. Internal communication has been recognized as a fundamental factor related to 
employee engagement, Kahn (1992). Likewise, MacLeod and Clarke (2009) highlight internal 
communication as being critical in the employee engagement process. They emphasise that 
employees need clear communication with an opportunity for feedback to understand how 
their own roles fit with the organisation’s vision. Unsurprisingly, they cite communication as a 
barrier to engagement and a cause of disengagement. Moreover, when employee 
engagement has been included in communication literature, it has been vaguely mentioned.  
“Internal communication” is seen as a foundation to construct common understanding or 
harmonious relationships between organisations and their key stakeholders. “Stakeholders” 
are the internal and external strategic communities who have influence on each other. These 
include employees, investors, suppliers, the media, government and the community, Stacks 
(2010); Stacks and Michaelson (2011).  
2.6.4 Factors contributing to employee engagement:  
2.6.4.1 Keeping employees informed   
Internal communication plays a critical role in keeping employees informed, however, 
engagement needs to occur for employees to be properly informed. Communication and 
engagement raise awareness and advocacy amongst the employees. Lewis, Donaldson-
Felder and Tharani, (2012) state that line managers can contribute significantly towards 
improving employee engagement. Coaching and training to increase levels of self-awareness 
are vital ingredients of their personal development journey.  
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2.6.4.2 Internal communication as a function and a process  
Internal communication is described as a function that uses information and interaction to 
inform and motivate employees, Sinclair (2020). Employee engagement is a reaction It is the 
outcome you get as a result of investing time, money and strategy into communicating with 
employees. Verčič, Verčič, Dejan, Sriramesh, and Krishnamurthy, (2012) state that It is also 
important to recognise that employee engagement is affected by issues that sit outside the 
internal communication remit. Salary, training, recruitment and cultural policies will have a 
crucial part to play in the overall levels of employee engagement across the company.  
Internal communication as function exists at the centre of the organisation, all departments are 
linked to the function. All departments will have specific internal communication needs that 
require the support of the internal communication office. However, internal communication is 
a process that is enacted by the communication function but does not only sit with the 
communication office. According to Mbhele (2017), similar to other business processes 
internal communication can only be fully effective when it is followed and utilised by everyone 
within the business. When internal communication is embedded as one of the processes to be 
followed in organisations, it becomes easy for all stakeholders to play their role in the 
engagement process. There can also be a clear distinction between formal and informal 
communication, Mbhele (2017).  
2.6.4.3 Formal and informal internal communication  
According to Mbhele (2017) formal communication is often designed at management level, in 
the form of work instructions, procedures, strategy and policies that are cascaded through 
formal channels of the organisation. These are meant to guide employees in their day to day 
work, performance as well as the goals of the organisation. Informal communication on the 
other hand has no specific origin as it takes place in between different groups within 
organisations, regardless of the levels of employment. “Formal communication can be defined 
as goal-oriented, explicitly stated, organisation or function-related communication that flows 
through the hierarchy, following prescribed norms”, Gomez and Dailey (2017). Formal 
communication is usually specific to organisation or function’s news, focusing on work and 
performance related issues. It normally addresses everyone within an organisation or function 
rather than focusing on individuals. This form of communication is often fulfilled through the 
internal communication function, in conjunction with the organisation’s leadership. The 
messages and channels utilised are pre-defined and set by the internal communication 
function on behalf of the organisation and they have a specific timeframe. The typical structure 
of formal communication is top-down, from senior leadership to departments with the aim to 
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funnel down to all levels of the organisation, for communication to have occurred. This form of 
communication is procedural, and it is necessary for the attainment of organisational goals, 
Gomez and Dailey (2017). Informal communication on the other hand can be compared to 
grapevine as it has no specific origin or structure, but it is typically about what is happening 
within the organisation and it always alludes to organisational information that had either been 
formally communicated or not communicated yet. This type of communication typically looks 
at the different scenarios of formal communication or activities within the organisation. Due to 
this factor, organisations can benefit from grapevine as it is formed of employee opinions 
Gomez and Dailey (2017). Informal communication is more relational than formal. It is not 
backed by any pre-determined channels and can happen anywhere within the organisation. 
The primary goal of this messaging is to find out more about the organisation, and that can 
provide an opportunity for organisations to engage with the employees as that is a sign of 
curiosity about what is happening with the organisation, Mbhele (2017). For engagement to 
be successful, relationships need to be formed, informal communication provides an 
opportunity to establish relationships with colleagues, superiors and subordinates. Since it is 
not constrained by channels or timeframes, messages move a lot faster, but it occurs without 
any signatures or official documentation. Both formal and informal communication are 
important and effective, and if utilised effectively they can play a crucial role in organisation, 
especially in the mining sector where the levels of literacy can vary. They have a potential to 
compliment each other as the informal conversations can trigger a campaign or a formal 
communication approach to address issues. Gomez and Dailey (2017) state that formal 
communication firmly adheres to the rules and regulations set by the organisation and the 
regulatory frameworks guiding the industry. On the contrary, Informal communication does not 
uphold any instructions and protocols. Although Informal communication is not controlled by 
Management, with tactical planning this form of communication has a potential to serve as a 
feedback platform for management to provide formal feedback (formal communication).   
2.6.5 Employee engagement and employee trust  
Duffy and Lilly (2013) argue that communication professionals and executives need to play a 
critical role in the process of developing employee trust, this can be achieved through 
maintaining the values of legitimacy, transparency, and engagement. When employees are 
engaged, with the opportunity to voice their concerns and contribute, discretionary effort and 
allowed to exert a level of influence in the way the organisation functions, they become more 
engaged and they begin to trust the organisation, Albrecht, (2010); Wilkinson and Fay, (2011). 
In alignment with this line of thought, Besieux et al. (2015) contend that the magnitude of 
managers, their trusting behaviour and authentic leadership enable engagement and 
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employee voice, and consequently, enhance employee levels trust. Authentic leaders need to 
comprehend their own strengths and weaknesses and aggressively seek to interact with their 
subordinates. This fosters trust among teams because there is a certain level of information 
sharing (interpersonal transparency), and it promotes the integration of employees’ viewpoints 
and insights while the information contributes to decision making (balanced information 
processing). If it becomes a practice amongst teams within organisations it integrates an 
optimistic ethical standpoint that directs everyone’s behaviors, such as morality, impartiality, 
and culpability (internalized moral perspective), Jiang and Luo (2017). Thus, the positive 
relationship between authentic leadership and engagement can play a critical role in the 
increase of employee voice.  
2.6.6 Leadership role in internal communication and employee engagement  
Welch (2012) postulates that it is the responsibility of leadership and managers at all levels to 
create an environment that motivates engagement for the workforce, an environment that 
empowers employees, providing an opportunity for them to be ambassadors of the 
organisation. Employee engagement in the mining sector can be hampered by many factors, 
starting with the levels of literacy and the different levels of management in between leadership 
/ senior management and production employees. These factors play a major role in behaviours 
and the adoption of organisational culture. Ruck and Trainor (2012) argue that internal 
communication chances of being viewed as key in the process of employee engagement in 
industries such as mining are dependent on employee engagement being viewed as 
significant for business growth, at all levels of management to create an engaged workforce.  
According to Kim and Rhee (2011) employees are among the most important strategic 
constituencies for organisations, they are key stakeholders by virtue of their role within the 
organisation. This is not only because employees are the force behind production, especially 
in the mining sector, which is a direct contribution to organisational performance, it is because 
of their role as informal spokespersons and ambassadors representing and positioning the 
organisation to external stakeholders. It is the duty of leadership to build trusting relationships 
with stakeholders and this is done through communication and engagement. Samsup and 
Sung (2005) suggest that employees that obtain positive communication and engagement 
from the organisation’s leadership have better opportunities to be motivated to form trusting 
associations with the organisation’s management level.   
Leadership has a role in how communication takes place in an organisation and managers 
impact the quality of engagement and the way information is valued and distributed throughout 
the organisation, Welch (2012). Internal communication is a vehicle of information that is 
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owned at leadership level and through their activities and exchanges with all employees, an 
organisation’s leadership explicitly and implicitly demonstrate how an organisation’s culture is 
built. This is achieved through consistent engagements with everyone within the organisation. 
Welch (2012) also argues that, it is leadership that sets the agenda and they often suggest or 
approve suggestions on the level of openness in sharing information, opinions and feedback 
expectations for general employees within organisations. For internal communication to take 
place within organisations it needs to be approved at leadership level and it should be in 
alignment with the organisation’s strategic goals. It is the role of leadership to encourage two-
way information flow and social exchange, which flourishes through internal communication 
and engagement. Internal communication has two main protagonists: facilitation of information 
and generating a sense of community within organisations, Friedl and Verčič, (2011). The 
sense of community can be created by ensuring that everyone has a sense of belonging. By 
heightening senior management’s understanding of internal communication and the role it 
plays in employee engagement, organisations will increase leadership visibility and interaction 
with employees at various levels. According to Hayase (2009), internal communication serves 
as an avenue for dissemination on other variables meant for employee development and 
recognition. With the use of communication to increase engagement at all levels of the 
organisation, chances are greater that employees will feel recognized and consequently 
become more engaged, Welch (2012). While this action may be difficult in certain situations 
due to issues related to distance between business units or literacy levels of employees within 
the organisation, organisations can designate days or events where senior management can 
take it upon themselves to interact with the employees, informally and are placed in positions 
to interact with all. It is the duty of organisations to offer employees the tools and platforms to 
engage in positive dialogues, within the organisation, Welch (2012). A positive dialogue is 
most likely to surge when organisations view and utilise internal communication in a method 
that augments and fosters employee engagement. Hayase (2009) states that supplementary 
internal features that enable a positive dialogue and employee engagement include forming a 
work atmosphere in which managers are visible and engagement is done in person, 
establishing and fostering an identity for the organisation, owning and communicating 
messages regarding organisational success and goodwill.    
Internal communication is central to the role leadership engagement plays in the conception, 
development, and preservation of relationships within organisations Tracy (2002); it is meant 
to acknowledge that people’s daily lives are principally created through verbal and / or 
nonverbal interactions, at all levels. It is the primary means through which employee 
engagement shapes the organisation’s culture, encouraging social norms. Thus, employee 
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engagement is expected to mirror the relationship employees share with the organisation’s 
leadership and have a direct influence in the manner in which they express about the 
organisation to other stakeholders, Welch (2012). Consequently, if employees do not trust the 
organisation, they influence each other and they are unlikely to speak good of the organisation 
with those outside the organisation Raj and Jyothi, (2011). Engaged employees could shape 
a favourable internal and external organisational reputation. Samsup and Sung (2005) argue 
that given the paradigm of public relations that emphasizes reputation and relationship 
management, the terms of internal communication need to be revised and redefined to form 
part of constructing favourable relations between employees and leaders of organisations. In 
addition, representing the connection between organisational reputation and employee 
engagement, Samsup and Sung (2005) suggest that the value of internal communication is 
not only about generating favourable employee perception toward the organisation, but also 
lies in engaging employees and in enabling dialogues, informed decision making, 
organisational activities, and development of employees, which are more directly linked to 
organisational efficiency, Boutiveau (2014).  
According to Mafini and Dlodlo (2014) the SA mining industry leaders face various challenges 
such as changes in the mining space and in regulations, labour unrests, technological changes 
that influence business strategies and fluctuating commodity prices. These challenges 
highlight the need for mining leaders to restructure skills and strategies that can be utilised to 
advance productivity and performance to remain competitive globally. They also challenge the 
businesses to manage the engagement process to ensure that strategies are embedded at all 
levels of the organisation.  
2.6.7 Employee engagement as a fundamental aspect in change management  
McEwen (2011) states that the strategies and practices of employee engagement endeavour 
to create an emotional bond between the employee and the organisation utilising internal 
communication, empowerment, rewards, recognition, and compensation linked to 
implementation objectives. Employees are the catalysts that are at the forefront of any 
changes taking place in organisations, not only do they implement the changes, but they often 
get directly impacted by changes occurring in organisations. It, therefore, becomes necessary 
for engagement to be part of the implementation phase. According to Makumbe (2016) in most 
research studies concerning the change management process, employee engagement is 
highlighted as a key function to the success of implementing and managing a change in an 
organisation. Makumbe (2016) argues that a balanced change, especially in culture is built 
through internal communication as a main function for engagement, ownership, and 
empowerment of all stakeholders. Makumbe (2016) specifies employee engagement as 
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critical in accomplishing change objectives. He mentions engagement as a form of 
empowerment of employees with information and being critical to implement change 
successfully. Finally, Makumbe (2016) emphasizes engagement as leading to alignment and 
successful change management. Makumbe (2016) also speaks of commitment as being a big 
outcome of engagement and alignment. The aforesaid supports the understanding that when 
employees are engaged, organisational changes can be a success.   
Internal communication proves to be one of the most significant but often overlooked tools in 
the management of a business. It also plays a pivotal role in combining all human activities 
that link people together in the workplace. According to Juneja (2018) without being aware, 
humans build relationships at work – with their peers as well as the organisation itself. They 
also learn to trust the organisation through communication. “Employee engagement has been 
listed as a primary requirement to the success of a change management process. Where 
employee engagement, involvement, dedication, ownership and accountability are built, things 
become relatively easier.” Moreover, in the organisational level, Kulvisaechana (2001) asserts 
that “change should be embedded in every aspect of becoming an effective organisation so 
everyone can learn and be able to change. As such, change communication is essentially 
viewed as the collective interactive process of generating and interpreting messages between 
people within the organisation through either directional (one-way) or bidirectional (two-way) 
manner of communication.” In most cases in organisations communication tends to be 
practiced in a vertical formal way, such as a top-down chain of command through written forms 
of communication, that get disseminated without follow-up to determine their impact, while 
personal interactions may not be well utilised. Kulvisaechana, (2001), defines communication 
as “the exchange of information between a sender and a receiver, and the inference  
(perception) of meaning between the individuals involved in order to reach a common 
understanding.” Taking into context the above statement, if a change is taking place in an 
organisation and employees only hear about if from the grapevine, the communication that 
occurs about everything else may be perceived as being untrustworthy.  
Grimsley (2017) defines organisational change as “both the process in which an organisation 
changes its structure, strategies, operational methods, technologies, or organisational culture 
to grow the organisation. Organisational change can be continuous or occur for distinct periods 
of time.” Organisations always go through a change of a certain nature and it does not matter 
how big or small it might be, change always creates instability amongst the stakeholders. 
Contrary to popular belief, all stakeholders of an organisation, especially employees get 
impacted by changes taking place in the organisation and they all get nervous when significant 
changes occur in an organisation. It becomes imperative for organisations to engage with 
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employees at all the levels of change, to ensure adoption and effective implementation of 
change. According to Paton and McCalman (2008) liken the process of managing a change 
to a journey. They state that managing change in an organisation is about handling the 
complexities of all stakeholders. It is about evaluating, planning and implementing operational, 
and the strategic roadmap. Sishen mine is a mine that is in a constant journey towards growth 
it therefore needs to make a concerted effort of taking everyone (through engagement) along 
for the business objectives to be met. The changes that usually occur in organisations are the 
result of consistent need for organisation to grow and be sustainable for the benefit of all 
stakeholders. Paton and McMalan (2008) further attest that change management is never a 
choice between technological, organisational, or people-oriented solutions, but is a 
combination of all three, with results driven strategies aimed at producing results. In this sense 
the management of change needs high levels of employee engagement. A successful 
employee engagement in a change situation provides knowledge of circumstances 
surrounding the change, by everyone and the potential impact of related variables.  
What, however, often lacks is information and employee engagement about the changes, 
Heathfield (2017) states that one cannot overlook employee engagement when asking for 
change within an organisation. “Every successful organisation that has led a successful 
change management effort, expresses the need for over communicating during a change 
experience”, Heathfield (2017). Organisations often make a mistake of discussing the changes 
at an executive level, leaving the rest of the workforce to rely on grapevine and corridor talks. 
Eventually employees hear about the changes at implementation phase and this often causes 
resistance to change that could benefit the business and them as individuals. To avoid this,  
Kane (2013) explains that employee engagement remains a centre piece in managing change 
in organisations. Employees deserve to be engaged on organisational changes and how 
change will impact them in order to maintain productivity.   
2.6.7.1 Evaluating the effectiveness of employee engagement  
According to Beijer and Gruen (2016), the existing literature does not address the 
understanding of employee engagement when there are organisational changes. Engaged 
employees are able to provide feedback on issues of change and activities taking place within 
the organisation. Internal communication and engagement cannot be deliberate, carried out 
and then checked off the list of work to be done. It is the organisation’s duty to find ways to 
certify that employees are hearing and deriving the correct meaning from the messages, 
especially because they are often severely impacted by the change. Assessment tools often 
help in identifying when engagement has not happened at all levels and when it is not effective 
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so that the messages can be evaluated. Change often results in new roles and activities within 
organisations and new work structures and tasks for employees, Messinger and Havely 
(2013). Therefore, it becomes imperative for the management to ensure that no employee gets 
left behind during changes occurring in the organisation, because organisations are made up 
of people and organisational changes often impact people, at a personal level. Beijer and 
Gruen (2016) state that when a change occurs, there is a likelihood of misinterpretation of the 
messages, it is therefore important for engagements to continue, to correct and refine the 
messages and ensure proper implementation of the changes. Messinger and Havely (2013) 
assert that engagement and providing an opportunity for feedback from employees is 
appropriate to implementation issues and it serves an important function in the evaluation 
process and it can provide a parameter for organisational leaders. Moreover, it may be 
fundamental for the internal communication function to provide channels and opportunities for 
employees to provide feedback as a form of contribution in change programs. In relation to 
that, employee engagement that is characterised by face-to-face interactions is highly 
recommended in bridging the gaps that normally develop when a change occurs.  
2.6.7.2 Employee engagement in the mining sector  
The mining environment requires a certain level of focus as it can be hazardous for those 
conducting the physical work. The mining industry is critical for South Africa and its economy, 
it contributes immensely to the country’s GDP. Studies show that employees are becoming 
the most important asset in the existence of mining and other organisations and this is not 
exacerbated by the regulatory framework. Consequently, stakeholders are becoming 
fundamental to organisations’ success. Information on its own is no longer enough to ensure 
that communication has taken place. Organisations are now moving towards open and 
transparent forms of engagement, using a two-way, ongoing dialogue approach that 
systematizes information flows to, from and across the company, Skoldeberg, Jones, Kupcu, 
and Cable, (2017). Due to its nature of being labour intensive, the mining industry might need 
to put more attention and emphasis to getting employees not just informed but engaged. 
Engaged employees provide feedback on the activities of the organisation (action). This could 
be alluded to the different levels of interaction within the organisation. Fearon et al., (2013) 
explain the different categories of engagement within organisations, that can lead to employee 
engagement, they are: individual, group (departments) and organisational levels (mass 
meetings). They state that Individual level is associated with self-efficacy, meaning that 
employees (individuals) are more likely to feel engaged if they feel recognised, valued and 
rewarded for their efforts. “Group engagement is associated with collective efficacy, which 
explains that group members will be engaged if there is shared understanding of common 
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beliefs in cognitive action, emotional attachment and physical engagement.” Organisational 
engagement, where organisations encourage teamwork and team activities is linked with 
organisational efficiency, suggesting that the way organisations interact, such as employee 
communication initiatives and events, personal development sessions for employees and 
talent management programmes, teambuilding and mass meeting initiatives can contribute in 
encouraging effective engagement in the organisation (Fearon et al., 2013). Individual and 
group engagement levels interpret engagement from the employee’s perspective, they have 
a potential for feedback, depending on how organisations utilise them. Employee engagement 
also contributes in the reputation of the organisations and could be strongly associated with 
how an organisation is perceived by both internal and external stakeholders. Farndale, Beijer, 
Veldhoven, Kelliher, and  Hope-Hailey, (2014) also suggest that in most cases, employees 
with more favourable appraisal of the organisation are highly likely to be engaged and to 
reciprocate with a higher level of performance, and brand ambassadorship, building towards 
the organisation’s reputation. When employees trust and hold the organisation in high regard 
(emotional appeal), they become willing to engage, and they require a certain level of 
engagement and would be more attentive to organisational activities, (Fearon et al., 2013).    
2.7 Conclusion  
The Literature shows the importance of employee engagement in fulfilling organisational 
requirements at both individual and organisational level. It also depicts the part played by 
internal communication in the process of engagement. The chapter attempted to provide an 
all-inclusive understanding of the concept and how internal communication fits in in the 
engagement process. It is rare to find highly engaged employees in organisations, to create 
and maintain an engaged workplace, organisations need to align their strategies with building 
a positive and supportive healthy work environment. The chapter also highlights the need to 
provide employees with appropriate resources, information, as well as continuous monitoring 
to keep out of ambiguity in workplace. This may bring out a happier and productive workforce 
which in turn leads to sustainable organisational success.  
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 Chapter Three: Research methodology  
3.1. Introduction   
Research methodology can be described as a systematic method of problem solving and 
seeking solutions to an identified problem, Kothari, (2004); Kassu (2019) as well as the science 
and process behind how research is conducted, Wimmer and Dominick (2011). It can also be 
described as the science and process that is applied and followed when conducting a 
research, Wimmer and Dominick (2011). It shows the path through which these researchers 
formulate their problem and objective and present their result from the data obtained during 
the study period.   
The qualitative method of analysis was chosen to conduct this study in order to obtain insight 
and understanding of phenomena that has not been previously explored, such as the 
relationship between internal communication and employee engagement. Methodology also 
speaks to the reasoning behind a specific research, Du Plooy (2009). The study was 
conducted to gather and interpreting information to explore the employee engagement from 
the standpoint of the employees of the mine that are directly involved in the mining production. 
According to, Tracy (2013) qualitative research provides a broad approach into data collection 
and interpretation.   
3.2 Research questions   
In order to address the research problem, the questions below were investigated:   
RQ1: What are the employee’s perceptions of current engagement practices at the mine?  
RQ2: How do employees view the effectiveness of internal communication in the process of 
engagement?  
RQ3: What are the barriers to employee engagement according to the employees of the mine?  
RQ4: What are the employees’ expectations of employee engagement by the mine?  
  
3.3 Methodological orientation   
The study will seek to answer the research questions, using the exploratory single case study 
method.  An exploratory single case study is not a technique but a choice of what is to be 
studied, Thomas (2011). The exploratory research approach is used to investigate a topic that 
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has not been researched before, Maguire and Delahunt (2017) and to confirm assumptions 
that may be present, Bedarkar and Deepika, (2014). This approach requires an active 
engagement between researchers and participants, Tracy (2013). Data will be collected by the 
means of semi-structured interviews.    
This study aims to answer the research questions by using the exploratory research approach. 
Exploratory research is an approach used to investigate a topic that has not been researched 
before, Maguire and Delahunt (2017). and to confirm assumptions that may be present, Du 
Plooy (2006:48). Since exploratory research aims to generate new theories and to develop 
understandings concerning specific people, places and groups, Walliman (2011).   
Qualitative approach deals with data in the form of words such as opinions, experiences and 
descriptions as opposed to numbers, Sinkovics, PenzPervez and Ghauri, (2009). Qualitative 
research is concerned with human behaviour and how individuals view and interpret the word 
around them, Walliman (2011). The results gathered from this type of research do not need to 
be applied to the greater population but merely the specific population being studied, Boyle 
and Schmierbach (2015). In this study a qualitative approach was used. This approach 
requires an active engagement between researchers and participants, Tracy (2013). 
According to, Tracy (2013) qualitative research provides a broad approach into data collection.   
Data was collected by the means of semi-structured interviews.    
3.4 Research design   
Research design may be seen as the process or decisions undertaken by the researcher in 
order to conduct specific research. The researcher will utilise an exploratory single case study 
method.  A case study is the study of the particularity and complexity of a single case, it is not 
a technique but a choice of what is to be studied, Thomas (2011).    
3.5 Population   
As defined by MacDonald and Headlam, (2009), population refers to the total desired group 
that the research may be conducted on. The research focused mainly on mine production 
employees.  The sections are made up of 1488, 690 and 1105 employees, respectively. The 
sample was as heterogeneous as possible. According to Saunders, Lewis and Thornhill, 
(2009) heterogeneous or maximum variation sampling permits the researcher to assemble 
data to clarify and define the key themes that can be observed. The sample was made up of 
both men and women from the coalface, different ages, ethnicity, education levels and different 
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length of service. One – on – one, semi-structured interviews were scheduled with each of the 
participants.   
3.6. Sample description  
The sample of a study refers to the individuals who get included or chosen for the specific 
study, Pascoe (2014). The sample can also be viewed as the group of individuals who form a 
small representative of the population, Walliman (2011). The population of a study is seen as 
the larger group of people who would ideally be included in a study, if given enough time and 
resources, and who would use the findings of said study, Walliman (2011). The research 
focused mainly on mine production employees.  The sample was made up of people from the 
core business areas of the mine, which focus on mine production outputs. These areas 
included the mining drill and blast sections, hauling and trucks sections as well as plant and 
engineering sections. A sample of 15 participants was selected for interviews (5 from Mining 
Drill and Blast, 5 from the Plant and 5 from Engineering). The sections are made up of 1488, 
690 and 1105 employees, respectively. No additional participants were selected as data did 
not reach saturation. The sample was as heterogeneous as possible. According to Saunders, 
Lewis and Thornhill (2009) heterogeneous or maximum variation sampling permits the 
researcher to assemble data to clarify and define the key themes that can be observed. The 
sample was made up of both men and women from the coalface, different ages, ethnicity, 
education levels and different length of service. Data was collected by means of one-on-one 
interviews with all participants. The sample size was determined by looking at the different 
employee groups per area, for instance, artisans, truck operators, assistant engineers and 
data capturers. This gave an indication of how different employee groups feel about 
engagement and communication. 
One artisans and two technicians who work in the Central Workshop, doing maintenance work 
for the trucks and other equipment were interviewed to determine what their expectations 
about internal communication and engagement were. Two truck operators and two shovel 
operators from the Mining’s Drill and Blast were also interviewed for the purpose of this study. 
These operators oversee the breaking of the ground to expose the product, meaning that they 
form the first part of the value chain and without the drilling and blasting the whole mining 
process will come to a standstill. The other five employees were chosen from the Plant area, 
which is the area where the separation of the product takes place, and the last five employees 
were from the Engineering Workshop. This area is responsible for the maintenance and the 
availability of the mining equipment. This method of sampling was appropriate since the 
employees are from different parts of the mine’s value chain, a varied selection of participants 
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was necessary, not only in terms of the type of work they do but also in terms of their 
experiences, departments and tenure because that could have influence on how they receive 
and process information about their work and the company at large.  
 3.6.1 Sampling method   
The sampling method describes the method used to determine how individuals will be selected 
for the sample of the study, Pascoe (2014). As such, there are two possible sampling methods 
that can be applied namely probability or non-probability sampling.   
This type of probability sampling allowed the researcher to select participants from specific 
circles, industries or departments in order to gather a wider variation in the sample, (Boyle and 
Schmierbach (2015). As long as all sample members are included in one stratum and all the 
strata are sampled, the probability design still holds. The type of purposive sampling used was 
heterogeneous sample since it entailed capturing different perspectives and viewpoints in 
various areas of the mine. The sampling frame, list of possible participants, Pascoe, (2014), 
was purposively selected by the researcher from the various core business areas of the mine.   
Sample size refers to the number of persons who have partaken in the study, Pascoe (2014). 
According to Marshall, Cardon, Poddar and Fontenot, (2013) the minimum number of 
interviews that can be conducted for qualitative research is six. The researcher considered the 
size of the mine and the number of core business departments that make up the whole mine, 
nine interviews were conducted.    
3.6.2 Data collection method   
Interviews were selected as a means of collecting data for this study. Interviews allow the 
researcher to interact with the participants, engaging them on their personal opinions and 
experiences and they provide an opportunity for probing, Boyle and Schmierbach (2015). Semi 
structured interviews were selected for this study to allow open-ended answers. Adams (2015) 
states that the agenda for a semi-structured interview has open ended questions. If a 
conversation unexpectedly turns from the first to the fourth topic, the researcher can reorder 
the questions and return later to pick up the ones that were skipped. The open-ended nature 
of the interview allows for participants to answer questions freely which made it easy for the 
researcher to interpret the answers, without being biased, Walliman (2011). This kind of 
interview is conducted through face-to-face interviews, which are about the researcher and 
respondent having an interaction in person, Walliman (2010). Possible concern with face-to 
face interviews is that participants may feel uncomfortable and not completely willing to 
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disclose some information, fearing that they may be identified by their responses and 
victimised as a result, Wimmer and Dominick, (2011). However, face-to-face interviews allow 
for the researcher to clarify questions and probe while monitoring the participants’ nonverbal 
cues, Walliman, (2011). This allows for rapport to be established, which refers to the 
connection that is established between the researcher and the respondent, Maguire and 
Delahunt (2017).   
For this study, data was collected by means of face-to-face semi-structured interviews. This 
method was identified as being practical in gathering insights that will best answer the research 
question, Brikci and Green (2007). Additionally, this method was deemed suitable as it allowed 
for a flow from one topic to another impulsively as they occurred, MacDonald and Headlam, 
(2009) and this helped in capturing the participants’ perspective and opinions Walliman (2011). 
All interviews were conducted within the mine, which made it easy for the researcher to reach 
the participants.  
 
Interviews were transcribed and records are being kept on the researcher’s external hard drive. 
Data are being analysed using thematic analysis. Thematic analysis is the process of 
identifying patterns or themes within qualitative data, Maguire and Delahunt (2017).  The data 
will mainly be presented in the form of a narrative but where appropriate visual displays will be 
used. Scagnoli and Verdinelli (2013) attest that visual displays help in the demonstration of 
extrapolations and inferences and signify ways of arranging, simplifying, summarising as well 
as in the transformation of data.   
3.7. Data analysis   
Qualitative data analysis is a process of examining data such as interview transcriptions to 
cover themes which aid in explaining the phenomenon under investigation, Boyle and 
Schmierbach (2015). Thematic analysis is a qualitative research method used for identifying, 
analyzing, organising, describing, and reporting themes found within a data set Boyle and 
Schmierbach (2015). Huberman and Miles, Fereday and Muir-Cochrane (2006) suggest a 
three step process to thematic analysis consisting of the following:   
3.7.1 Step 1: data reduction   
This process entails repeatedly reviewing the transcripts to recognize themes and subthemes, 
Fereday and Muir-Cochrane (2006). These themes and subthemes are then analysed 
according to categories and parallels, variances, tendencies and how they relate to each other, 
Wholey, Hartley, and Newcomer (2010). This process started where the researcher listened 
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to the interview recordings while also reviewing the notes taken while at the field. Thereafter 
the researcher transcribed the interviews, re-read and then summarised the transcripts and 
was then able to identify possible themes and subthemes. This was done by applying 
repetition technique where recurring topics were identified and sorted based on their likeness, 
variances and trends, Wholey, Hartley and Newcomer (2010).  
3.7.2 Step two: data display   
Data display refers to the process where the researcher displays the commonalities, 
differences and unusual themes that arise in the research, Maguire and Delahunt (2017) in a 
concise table format with their supporting quotes from the transcripts. These themes were then 
compared to the literature review to either support or contradict the literature and to further 
provide an insight into the data sets, Maguire and Delahunt (2017). Thereafter, a matrix was 
created to present the data.  
3.7.3 Step three: draw a conclusion   
The conclusion consisted of the interpretation of the research results which was then followed 
by a process of verification, which consisted of the research’s validity and reliability, in the 
case of this research topic, the process ‘trustworthiness’ was utilised as a means of verification 
or measure of quality, Maguire and Delahunt (2017).This is the approach that was used to 
analyse the data collected from this study. An aspect that was considered is positionality, 
which is, the position the researcher choses to adopt in relation to the participants, the subject 
matter and the research context, Korstjens and Moser (2018). However, it is to be noted that  
there is no way the researcher cannot escape the world to study it, Korstjens and Moser 2018) 
To address this positionality, the researcher incorporated reflexivity in that the researcher was 
self-aware regarding the relationship between said researcher and the “other”, Bourke (2014).  
3.8 Trustworthiness of the study  
Trustworthiness or rigor of a study refers to the degree of confidence in data, interpretation, 
and methods used to ensure the quality of a study and it is key in the qualitative content 
analysis process, Polit and Beck (2014). A qualitative research should encompass a criterion 
such as credibility, dependability, transferability and confirmability, Sinkovics, Henseler and 
Ringle (2009). in all its phases, from data collection to reporting of the results, Satu, Kääriäinen 
and  Kanste (2014). To achieve the required level of trustworthiness, the researcher made 
sure that the data is credible, dependable, can be transferred and can be confirmed. This has 
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been done by means of transcribing data verbatim and direct translation to ensure that the 
researcher’s opinions are not added into the responses.   
Firstly, credibility is seen as the confidence in measuring what a study aims to measure while 
also investigating the correspondence of the findings in reality, Polit and Beck (2014). The 
researcher ensured this by including a process of member checking during the analysis stage.  
The process entails the sharing of the researcher’s interpretations of the data with the 
participants. This way the participants had the opportunity to deliberate and explain the 
interpretation of the data and contribute to additional perspectives”, Baxter and Jack (2008).  
Secondly, Dependability includes the aspect of consistency. The researcher needs to check 
whether the analysis process is in line with the accepted standards for a particular design 
Korstjens and Moser (2018). It refers to the use of techniques as well as an in-depth 
methodological description to allow the study to be repeated in order to produce the same 
results, Scagnoli and Verdinelli (2013). This was ensured by the inclusion of a pilot study to 
test the interview guide served as a means to ensure reliability as well as dependability of this 
study as this was used as an opportunity to eliminate any errors or ambiguity, Wimmer and 
Dominick (2011). Thereafter, the same interview guide was used through the study in order to 
strengthen the dependability of the interviews, Scagnoli and Verdinelli (2013).  
Thirdly, transferability refers to the degree to which the findings of a study can be generalised 
across other situations, Bhattacherjee (2012). This was ensured by providing background 
information to set the context of the study as well as by providing a description of “the 
phenomenon in question”, (Thomas, 2011 - 25). Finally, confirmability is described as how a 
researcher addresses objectivity, Bhattacherjee (2012) and admits her own predispositions 
when conducting a study, Thomas (2011) Concerning the study, to ensure confirmability in 
quality assurance and to avoid researcher bias.  
3.9 Ethical considerations   
Ethical considerations are key to conducting a study, Satu, Kääriäinen and  Kanste (2014). 
When collecting data from people, they need to give the researcher their consent to participate 
in the study, Boyle and Schmierbach (2015). It is also important that they give their consent 
and they do not feel coerced or pressured to participate in the study, meaning that it should 
be stated that their participation is voluntary and they have an option to agree or disagree to 
participate, Walliman (2010). As such, all ethical clearances have been obtained from the 
company, and permission has been granted at all levels of the company with the condition that 
the results and findings can be shared (key aspects of the research) with the talent 
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management team of the company. Bryman and Bell (2011) state that ethical considerations 
need to be specified as one of the most important part of the research. The research will be 
based on the following points representing:  
 Research participants were not subjected to harm in any way, the researcher obtained 
permission from supervisors to have the employees taking part in the research, in their 
own time  
 Respect for the dignity of research participants (irrespective of gender, nationality and 
background) was prioritised. Employees were allowed the use of their own languages 
and the researcher direct-translated responses (verbatim)  
 Full consensus was obtained from the participants prior to the interviews, the 
researcher explained the consent form to the sampled employees so they could agree 
with full knowledge of what is required of them  
 The protection of the privacy of research participants was ensured by making it not 
compulsory for them to give their names. The focus was on departments instead of 
individual responses  
 Anonymity of individuals and organisations participating in the research was ensured, 
the interviews were one-on-one and not in a group  
 Any deception, exaggeration or misleading information about the aims and objectives 
of the research was avoided, the researcher did make promises about the outcomes 
of the research and did not argue any points made  
 The exercise was voluntary and any employee that felt vulnerable and not willing to 
partake in the research was not made part of the research and employees were 






Chapter Four: Results and Interpretation  
4.1 Introduction  
The research data presented on this paper originates from the interview sessions that were 
held on 25 September to 12 October 2020. The interviews were held at Sishen mine, 
Communication section, conducted by the researcher. The interviews were conducted using 
a speech to text application on the researcher’s phone. The researcher also made notes as 
the interviews were being conducted, with one participant at a time. The interviews were 
composed of five individuals (three male and two female employees) from each of the areas, 
(mine’s Plant, Mining and Drill and Blast areas). The participants comprised of operators and 
general workers of the mine, and it was a mix of both young and old employees – in age and 
in tenure, within the 21 – 45 age range. The discussions were facilitated by the researcher 
and, in totality, they lasted just over 15 hours. The discussions were then recorded and 
transcribed for purposes of analysis. The analysis process entailed the reading of the 
responses to analyse the data, the researcher read the responses on the transcription and 
developed a list of categories in order to classify participants’ comments and responses. The 
data analysis followed a thematic analysis approach in order to identify general themes from 
the interviews.  
 4.2 The state of engagement among the employees  
Participants gave insights on general engagement as well as the approach of the mine on 
employee engagement. Participants feel that the mine does make means to share information 
with the employees and information does trickle down to the levels accessible to them as 
general employees.   
Participants feel a sense of pride for being employed by the mine, they feel that it is a privilege 
to be part of the mine, as a result they put in an extra effort for the mine to achieve its targets.   
Plant Participant A: “As employees we feel a sense of belonging, the company values 
that are guiding all of us make us all think trust the mine and each other”.   
“We do trust the mine and the communication we receive from management”.   
The participants felt that information and messages are shared with them, consistently, which 
helps them understand what is happening within the mine. The stakeholder engagement 
principles highlighted by the literature look at employee involvement as a stakeholder and 
twoway communication that enables an opportunity for feedback and ultimately an 
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understanding of business imperatives. Participants alluded to a need to provide feedback on 
information provided and pose questions when a formal communication had been issued. 
According to the participants, for communication to be effective efforts should be made to 
balance the voices at all levels. Participants also view engagement as being imperative for 
transparency and for them to know the impact made by their respective roles in the growth 
and development of the mine and that of the organisation.   
In the interviews conducted with all the participants from the various departments, there was 
no indication of a gap in engagement between employees and their immediate supervisors. 
The position seemed to be a common theme with all participants. This highlights that 
employees might understand engagement as being imperative for them to do their work and 
for certain information to be relevant for certain people, at certain levels of the organisation.   
4.3 Perception on leadership communication  
All participants seemed to be aware that leadership begins with their supervisors and it is not 
just about the Heads of Departments. This according to them, should provide an opportunity 
for discussions and dialogue mine wide. The common theme amongst all the participants was 
the need to provide feedback on messages shared. They feel that there is a lack of dialogue 
on the communication messages, especially from senior leadership. Engagement and 
dialogue with the employees go a long way in creating a flow of company messages 
throughout the mine. Dialogue can be defined as a structured interaction where all parties 
have an opportunity to listens to the other and actively process the messages in order to 
provide feedback, aimed at establishing sustainable engagement between all parties 
(Greenwood, 2007). Therefore, when an organisation chooses to enhance engagement at all 
levels and listen to all employees, taking into consideration their contribution, it shows 
commitment to learn from the employees and it demonstrates respect for them as valuable 
stakeholders, Kaptein and Van Tulder, (2003). However, research participants feel that they 
are mostly engaged on issues relating to safety and not much on other issues.   
Plant participant B: “I do not know if it’s because management feel that us as 
employees are the cause of safety incidents around the mine and that would be a little 
unfair because safety is everyone’s responsibility and it is something that is impacted 
by decisions at times”.  
The same concern was raised by another participant in the Mining area:  
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Plant participant B: “Management, including our supervisors seek our feedback when 
a safety incident had occurred, but the feedback does not escalate further than our 
respective teams. It almost seems as if we do not get engaged on other messages, 
except for those related to safety”.  
The Plant group further affirmed this (the group was made up of both male and female 
employees):  
Plant participant C: “We are well informed about work and what is expected of us as 
employees but there is not enough information about job prospects”.  
Plant participant C: “The company’s senior leadership doesn’t come to us to lis ten to 
our complaints or how we prefer to conduct our tasks”.  
And lastly, the same group observed that:  
Plant participant B: “We do get told when there are changes or new projects coming, 
from the organisation or from the mine”.  
Participants agree that more can still be done to enhance the levels of engagement throughout 
the mine. All groups feel that they are not as fully engaged on the company strategy and how 
it links to their day-to-day activities. Consequently, this has a potential to create a 
misunderstanding of the business’ imperatives. Although there is increased evidence from 
employee engagement scholars that employee engagement can benefit organisations and all 
key stakeholders, information is still unclear on how this engagement can be put into practice 
Cohen and Salazar (2009).  
Availability of information and dialogue in teams was alluded to by the Drill and Blast team.   
Drill and Blast participant A: “We do receive information about important activities 
around the mine and the company. However, it would be great if a proper feedback 
structure was in place, such as suggestion boxes and feedback forms that are used on 
certain days of our daily meeting, for escalation to senior management”.  
In an approximately one-hour discussion, one thing that was highlighted by all participants was 
that information is available and they do get some form of engagement within their teams, 
however, they could do with a formal channel that can assist in closing the feedback loop that 
currently exists.  
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Drill and Blast participant A: “Suggestion boxes that can allow people to pose questions 
and provide feedback in their own languages”  
Moreover, channels such as SMS and TV screens were highlighted as channels that are 
working well but can be utilised for both pass ive and active communication. “Employees need 
to receive both directed messages as well as passive messages aimed at reminding and 
creating a culture around the business imperatives”. This articulates the participants’ interest 
in employee engagement, especially on issues relating to work and the organisation as a 
whole.  
Stakeholder engagement principles suggest that stakeholder engagement is important and 
should be considered even if the stakeholder views differ from those of the organisation. 
Moreover, regulatory bodies such as the Department of Mineral Resources and Energy 
(DMRE) emphasize the importance of engagement, especially because of safety and other 
aspects that are related to employee wellbeing.   
Drill and Blast participant B: “Involvement of employees in discussions about safety 
and other aspects of work ensures that everyone understands the company and what 
it stands for”.   
Mining participants believe that the mine does a good job with communication, but they need 
to put a face behind the messages and they need to hear the news from the mine leadership 
first.  
Drill and Blast participant B: “Most of the time we hear about big changes from the 
corridors at first before they get communicated with us. That makes us lose a bit of 
trust in the leadership messages, we end up not knowing if what we are eventually told 
is entirely true or not”.   
One Mining participant stated that:   
Drill and Blast participant B: “In most cases management communicates by means of 
giving an instruction and this does not provide an opportunity for a dialogue on matters, 
and when it concerns the work we do we would like to have a voice as employees”.   
The common theme coming out of these participants’ discussion is that communication does 
occur but it does not always encourage engagement, it does not always provide an opportunity 
for employees to feedback. The mine leadership ought to be cognisant of the importance of 
including employee insights; there is a need of accommodating voices of all stakeholders and 
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being inclusive in how we run the business, allowing everyone to express their opinions, 
especially on how work is being conducted on a day to day basis. Lastly, the principle of 
fairness or equity, these are key values added by stakeholder dialogue in the organisation 
according to Cornelissen (2011) the lack of dialogue as suggested by participants might 
contribute to lack of trust. Kaptein and Van Tulder (2003) suggest that organisation’s 
leadership should embrace employee engagement and take it as a means to provide  
perspective for everyone within the organisations.   
4.4 Internal communication  
The general feeling amongst research participants is that internal communication represents 
leadership, it is the mouthpiece of the mine’s senior leadership and they play a major role in 
determining the communication flow within the mine. Participants’ insights reveal an 
organisation that is procedural in its communication but not too engaging.   
Plant participant A: “The mine’s communication practices are characterised by protocol 
and procedures that can be looked at as being selective and taking the top-down 
approach”.   
Plant participant A: “The communication content and the messages are relevant, but 
the approach might need to be looked at, for instance does it encourage feedback and 
engagement between all parties involved”.  
The theorists’ state that in recent years, through communication, there has been a trend to 
encourage broader participation and inclusivity in the running of businesses, to create a sense 
of ownership amongst employees. This is evidenced by initiatives such as share schemes and 
the use of technological platforms that prioritise access to information. The organisation and 
the mine are offering a greater range and several communication initiatives. Others such as 
Herriman (2011:10) suggest that employees are even seeking more direct ways to get 
involved, to understand the strategy and be part of decisions made, specifically, on issues in 
which they are directly impacted, for instance their work and the procedures related to their 
work.  
However, there is a dominant narrative among participants that it is supervisors that engage 
with people in their teams to discuss work related matters and sometimes there is no time to 
engage on issues related to the strategy.   
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Plant participant B: “We do get information about the strategy and other initiatives when 
they are being launched, it would be best if the engagements could continue after the 
launch, this would help us to understand the strategy better”.  
Plant participant B: “Communication is all inclusive, it does not discriminate on any of 
the employees, we do get informed about important things that are happening within 
the company”.   
Participants commended their supervisors in the manner they conduct work related 
communication sessions and engagements.   
Plant participant C: “We always get adequate information on job carts and work-related 
procedures, our supervisors make a point of engaging us on work and other 
information that impacts us directly, for instance bonus communication”.   
The Plant participants highlighted that internal communication is not selective, it is about the 
whole mine, this gets everyone informed about the mine and the company. They pointed out 
that sometimes they do feel that management is distant, but the internal communication tries 
to bridge the gap between employees and management. Employees, however, do interact 
about messages that they receive from the internal communication channels, the formal 
communication then gets discussed informally by employees with more insights provided by 
employees at their own level.   
4.5 Perception on communication platforms  
The communication platforms are viewed as being effective in addressing employee 
communication needs, except for a vacuum that the participants feel exists in terms of 
feedback. The channels are viewed as being appropriate and accessible to all employees, 
mine wide. The feeling amongst employees is that there are formal messages that require 
engagement with a question and answer session.   
Mining participant A: “The most efficient of the channels is the Daily Bulletin, it gives 
an opportunity to discuss the messages but the time is not enough, we end up talking 
more about work related messages. However, if it were to be used for all company 
messages, including those related to the strategy, it could work”.   
Mining participant B: “TV screens and the new Anglo Engage App also do play a role 
in making the information easily accessible, we are not complaining”.   
58 
 
Mining participant B: “I cannot complain, we do get enough information about important 
stuff such as the share scheme. We want that kind of information to be available and 
to be provided details on who to contact should we need further details”.   
Mining participant A: “Our weekly meetings also provide a platform for us to exchange 
with our immediate supervisors. They work well as an engagement platform and that 
gives us a clear indication of what is expected of us as employees”.   
Moreover, participants are with engagements such as the Training shift sessions, but they 
state that management needs to utilise these kinds of sessions and be more visible to the 
employees.   
Mining participant C: “Being visible to the masses is another form of engagement, when 
the training shifts are back, management should make a point of attending some of the 
sessions so they can also see how the training is conducted and engage a little bit with 
us as employees”.   
The Mining Participants agreed that platforms such as the publications, where articles about 
the work they do, do not only help in profiling the work being done by the mine but they also 
help the employees position themselves for future prospects and they are able to showcase 
themselves and the work they do to their loved ones.   
Mining participant C: “The C’ore newsletter provides information that we can read in 
our own time and when an article is written about one of us and the work we do, we 
feel noticed and engaged and we get motivated to do better, we feel that it is a form of 
recognition to be profiled in the company media platforms”.   
According to the participants, engagement worked as a form of recognition for the employees, 
being engaged meant that they were recognised by the mine.   
Mining participant B: “The publications provide a v iew for employees to other areas of 
the business and we manage to get useful information through them”.   
Mining participant B: “We do not have a problem with the communication channels, 
they work efficiently, and we do get relevant information but sometimes the information 
is not on time. If management could work on timing to ensure that we do not end up 
speculating and spreading the grapevine, it would work like a well-oiled machine”.   
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The participants feel that communication channels are well positioned to inform them, and 
information is easily accessible but at times it is the trivial information that is easily accessible 
and available. When the company embarks on major changes, they often hear on the 
grapevine (informal communication) before management starts engaging with them.   
Plant participant A: “Major changes need to be communicated on time and consistently 
because when we feed each other with the grapevine, we all get confused and anxious 
and that can have an impact on productivity”.   
Participants are concerned that the approach taken by management when major changes are 
coming limits engagement and employees end up not getting their feedback across and even 
if they do it ends up not having an impact, which gives an impression that the employees are 
not listened to. Participants explained that management would know about changes from 
inception but still keep employees in the dark until it was time to implement the changes. This 
makes it difficult for employees to adapt to the changes and it creates speculation about the 
intentions of the company. The importance of communication in a change process cannot be 
emphasized enough, according to Liu, Levenshus and Horsley (2010) the success of any 
change programme relies on effective communication with all key stakeholders.  
Kraaier (2015) suggests that stakeholders’ communication needs must be tailored to take into 
consideration the needs of the stakeholders and not to only focus on what management needs 
to communicate. Communication needs as well as the targeted audience would therefore 
determine the platform to be utilised. However, what came out subtly during the discussion 
was that the participants that communicate is never on time, especially when there are major 
changes occurring within the organisation, and they equate that to lack of communication or 
engagement between management and the employees. Participants did not have much to 
comment on about posters and flyers.  
Participants believe that posters and flyers are effective in creating awareness about projects 
and changes within the company. However, they believe that with the electronic channels, 
flyers and posters are becoming unnecessary. Participants also believe that posters and 
banners are effective in positioning information and ensuring that it is visible for all to access.   
Plant participant B: “Flyers are usually effective for creating awareness about changes 
within the company, that is done successfully, but I think the Anglo Engage can be 
utilised effectively for awareness creation”.  
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Plant participant C: “Posters are good for creating awareness, I don’t have a problem 
with them, and they are usually visible enough for everyone to see them, mine wide”.  
Participants also alluded to the use and the updating of notice boards. They feel that there 
should be notice boards for company wide information, mine wide information and department 
or section specific information so that they know when there is something new in all areas of 
the company. Information such as vacancies is important and it should be visible to everyone 
at all levels, notice boards should be utilised for such purposes. Research participants also 
argued that the company sends out vacancies company wide, they would also like to have a 
view of the vacancies so they can share with their loved ones and for them to also apply if they 
meet the criteria. They all agree that the app does assist with that kind of information.   
One participant from the Plant did mention that communication sometimes becomes too much, 
but this could be due to the size of the mine and the company. This makes the number of 
projects, processes, procedures and campaigns a little bit more than they would have been if 
it was a small mine.   
Drill and Blast participant A: “Sometimes there is so much that is happening at once 
and this sometimes creates an information overload. We might end up not paying too 
much attention to the information, that is why it is important that we discuss all 
information that is communicated at all levels of the organisation”.  
Consistent with stakeholder engagement theories discussed, communication platforms used 
in the mine, such as e-mail, notice boards and posters contribute in making important 
information available to all employees at all levels of the mine but they need to be coordinated 
in such a way that they complement each other. The literature on stakeholder engagement 
principles suggests that the a more conscientious and measured approach to stakeholder 
engagement is essential and therefore encouraged, Wright (2016). The mine should try and 
understand the difference between engagement and distribution of information for employee 
consumption. The communication channels are for distribution of information, but engagement 
still needs to occur.   
4.6 Perception on transparency and trust  
Organisations are embarking on a number of strategies to get employee trust and to create a 
environment that is viewed to be all-inclusive and that cares about all within the organisation.  
Organisation’s stakeholders (internal and external) are being recognised as being key to 
sustainability of organisation and leaders are making a point of ensuring that everyone is taken 
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along in everything that occurs within the organisations. The stakeholder theory also highlights 
that it is important for organisation to ensure that they not only make money for their 
shareholders, but they do business in order to improve everyone’s lives, including the 
employees.  
Participants alluded to a number of things that the organisation does to gain employee trust, 
starting with the employee share scheme that is aimed at giving a stake of the organisation to 
its key stakeholders. The one thing they all agreed that they do not know is the organisation’s 
strategy, according to them they only know what is happening within the mine and not at the 
organisational level.  
Drill and Blast participant B: “No I not sure about the company strategy, I just know 
what we need to deliver on as the mine”.  
Drill and Blast participant C: “The strategy is not something that is communicated 
clearly for all of us to understand it, so I am not sure if I have heard of it or not, maybe 
it is shared in small parts through other projects and other works”.   
Drill and Blast participant C: “I know of the Benchmark vision from the mine and not 
what is happening at the organisational level”.  
The general feeling from the participants was that for as long as they know what the mine is 
striving to achieve, they are able to deliver on it. The supervisors and senior leadership need 
to understand the detail of the organisation’s strategies and find a way of cascading them 
down in a manner that is understandable to them.  
Mining participant A: “It won’t help for us to be educated about the strategy in a class 
format, we just need to know what it is we need to do to deliver on it, and I think the 
work engagements with our supervisor do address that part. What we need at times is 
to be engaged by senior leadership to recognise us for our efforts and the contribution 
towards the strategy or to motivate us to do more”.   
When discussing the issues of trust, some of the participants did refer to the restructuring that 
occurred in 2016, stating that when there are structural changes, they are always the last ones 
to know and they get told at final decision stage. They would prefer proper engagements when 
anything that could have an impact on their livelihoods is being discussed so that they can 
have an input in the changes.  
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Mining participant B: “To me that is where I would feel a sense of ownership, if I were 
to be told in advance that the organisation is planning to restructure its operations, then 
I would give an input on how I think some of us should conduct our work because I 
know it better”.   
Mining participant B: “Even the consultations that occur at the beginning of the 
changes, to find out about the structure of our work they do not occur at our level as 
employees, our supervisors are the ones that submit the information and we get told 
of the outcome without having been engaged or consulted”.  
Participants believe that that is how trust is built, through consultation and engagement, 
especially when changes that could impact livelihoods are coming.   
It came out that employees lost trust in the organisation when the 2016 restructuring occurred, 
but they were slowly gaining it back because of the work that has been done inside the mine 
and within the communities. It was not because of engagement and the way communication 
occurs but it was due to what they see being done by the mine. They are not sure if the mine 
communicates to build trust, according to them, communication is a standard feature of the 
organisation, it is something that should happen whether there are trust issues or not. 
However, with communication being more transparent, they are able to regain the trust they 
had lost in the 2016 restructuring. Participants also stated that sometimes it feels as if the mine 
communicates more about things that are not too serious and then it becomes quiet when 
there are big changes coming. Participants also stated that they do not feel trusted by the 
organisation, when they do not get told on time about changes it makes them feel that they 
are not trusted enough to be told when changes are coming. Dyer (2019) states that when 
employees feel trusted, they become empowered and they perform to the best of their ability.  
They know they’ll be supported in learning what they don’t know and in optimising what they 
know best. According to them when there is transparency that is enhanced through 
engagement, trust can grow between all parties.   
Mining participant C: “Trust is important in any relationship and it becomes more 
important when there are big issues to deal with”.  
Transparency is critical for effective engagement, Smith and Ansett (2011).  
On that note, Porumbescu, (2015) argues that getting everyone informed gives employees an 
understanding of what is happening within the organisation and that creates a positive 
perception of organisation to the employees. Lack of transparency as suggested by 
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participants, does not only obstruct the practice of stakeholder engagement in the 
organisation, but it also erodes the employee confidence in the organisation’s decision-making 
processes, accountability and trust in organisational communication.  
One participant from the Plant stated that:  
Plant participant B: “The observation made is the communication becomes clear when 
a new project is being introduced because it is about work but when there are changes 
that have an impact on livelihoods the organisation does not communicate efficiently 
and on time”.  
In the discussion the participants explained that this could have an impact on the levels of trust 
in the organisation’s leadership. For the organisation to achieve employee trust, involving them 
and constantly seeking their suggestions in solving problems facing the organisation is 
important, Kaptein and Van Tulder (2003). Stakeholders’ trust into the organisation can be 
defined by a few expectations that the research participants seemed to suggest the mine is 
struggling to fulfil. They include the following:  
• Involvement of employees in the concept phase of change, especially when change 
has an impact in their livelihoods.  
• Engagement builds trust, also employees need to be trusted enough to be engaged 
on matters that involve the company growth and sustainability.   
• Internal communication mostly addresses campaign kind of messages, they need to 
be engaged on their work and on the organisation’s strategy.   
Research has shown that trust in leadership impacts perceptions towards the organisational 
policies and how employees view communication the implementation thereof. Participants feel 
that they are engaged at length about safety because they are expected to take responsibility. 
The same is not applied to areas of the strategy and policies about sustainability and growth.   
Plant participant C: “Sharing information and seeking suggestions from employees 
about building a sustainable mine could help when a restructuring occurs, the 
organisation would have consulted with the employees and the employees would feel 
a sense of ownership towards the process”.  
During the interviews the participants showed differing views about what they feel should be 
shared. Some participants felt that it was not their part to know in detail the strategy, while 
some felt that, that is what makes it difficult to understand when the organisation “suddenly” 
64 
 
embarks on a restructuring process. However, they all agree that it is important to be engaged 
as employees because engagement promotes transparency, exchange of information among 
employees and the organisation and inspires the organisation to work in unison.  
4.7 Leadership engagement  
While listening to the participants, it emerged that supervisors play a huge role in determining 
the nature of engagement with the employees. Supervisors need to be equipped with 
communication skills because they are the direct link to employees and management. 
Participants also stated that what is happening within the mine at any given moment, informs 
the flow of information, let alone engagement, and this is where supervisors could play a role 
to ensure that information flows to all employee levels.   
Plant participant A: “Sometimes it seems as if we get accurate information from the 
grapevine than we do from our line managers (supervisors) and we do not blame them 
because they give information about what they know”.   
Plant participant B: “Sometimes it seems like communication does not get to our level, 
it only does when there is something we have know about, such as a procedure that is 
changing”.  
While this perception gives a bad reflection on employee engagement by the mine leadership, 
it also highlights the difficulty of engaging especially about the issues of strategy at all levels 
in a meaningful way. As much as an ideal situation would be a mine that has a fluid form of 
communication at all levels, about everything, it is not always possible to have everyone 
informed about everything at all times, almost simultaneously. What is key is for engagement 
to occur at all levels, even if at different times. Communication and engagement need to 
happen consistently, in order to cascade to all levels of the organisation. This will lead to 
employee engagement and employees at all levels of the organisation will be engaged.   
Participants also discussed the issue of how communication can be a starting point for 
reengagement, laying the foundation for engagement to occur. According the participants, 
engagement should not be left to a message or e-mail that had been sent out, there is a need 
to engage on messages.   
Mining participant A: “We do receive information, but it must be discussed so that we 
can give feedback for engagement to have taken place”.   
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Moreover, the stakeholder theory asserts that the organisation needs to consider the interests, 
not of certain stakeholders, but all stakeholders affected by the organisation and that 
managing them is key for the success of the organisation, Mellahi and Wood (2013). 
Employees are key stakeholders of any organisation and they are affected by the 
organisation’s activities; they need to be engaged.   
However, one other common theme that kept coming during the discussion with all the 
participants is that communication does occur but engagement on the messages does not 
occur. This could be deduced from participants’ responses.   
Mining participant A: “Visible felt leadership (VFL) sessions do serve as a form of 
leadership engagement but sometimes it feels as if we are being policed as employees 
and the sessions do not include communication messages”.   
Mining participant A: “They can maybe engage us on information briefs that have been 
communicated when they visit our areas for visible felt leadership sessions”.   
Visible felt leadership is a engagement that is done by all managers with employees in their 
work areas. These sessions are more about work and employee wellbeing, they are not about 
what is happening within the organisation. The noteworthy themes coming out of the 
discussion with participants revealed that leadership might be committed to talking about 
safety and work-related matters but not to follow up on communication that has been shared 
during the week. The participants highlighted the need to be engaged on the workings of the 
mine and the broader organisation, while taking feedback from the employees.   
Joaquin (2012), for instance, argues that more organisations require tolerance for diversity of 
voices, ambiguity and greater flexibility to deal with the stakeholder engagement practice. 
Meanwhile, Warm (2011) states that leadership should be visible and approachable to all 
employees within the organisation and work across all levels of the organisation to engage 
employees in a manner that shapes decision making processes. Similarly, Joaquin, (2012) 
suggests that in this postmodern era, there has been a shift in stakeholder engagement 
practice from the top-down approach to the one focusing on dialogue between leaders and 
their constituents and deliberation among all stakeholders in the process of deciding 




4.8 The nature of interactions between leadership and employees  
No prior research has been conducted to determine the nature of interactions or engagement 
between leadership and employees in the mine. The interactions are highly cooperative with 
a high of respect, Korschun (2015). However, there is not much dialogue between the 
stakeholders. In a cooperative relationship, there would be collaboration, dialogue and open 
two-way communication with all stakeholders, this does not necessarily happen in this manner 
because it lacks the two-way communication. There is not structure in place for two-way 
communication or a platform structured specifically for feedback from the employees.  
While discussing the experience of participants when engaging with their supervisors, it 
became clear that employees’ approach is one characterised by some level of being 
defensive. Employees state that they sometimes feel that they are always at fault when there 
are problems, especially those related to safety.   
Drill and Blast participant A: “Most of our engagements with our supervisor is about 
work and we never get to engage about the strategy or other company drives”.  
Participants’ expressions highlight the significance of communication skills for supervisors as 
this could assist in the engagement process.   
Drill and Blast participant B: “Most of the supervisors are not able to engage, they are 
only capable of informing and telling what they want us to know, sometimes it does not 
seem they want to know what we think about our work”.  
Moreover, supervisors represent an essential element of leadership within the organisation, 
mainly, because implementation of anything, including work execution resides with them. 
Leadership depends on supervisors for management of communication and other messages 
that have to be delivered and understood by ell employees. It is important that they recognise 
the role of listening and allowing the opportunity for feedback in order to boost engagement 
levels amongst the employees.   
The mine leadership promote employee engagement and they believe it is key to achieving 
good results. According to Julnes and Johnson (2011) stakeholder engagement has been 
identified as being beneficial and desirable in organisational structures. Leaders at all levels  
of the organisation need to be educated on the importance of two way-communication.  
In the postmodern era, employees are playing a key role in shaping company decisions and 
development of strategies, Royo et al. (2011). Participants in this research are drawing an 
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image of a communication that lacks engagement, unless there is a need to talk about work 
and a procedure that had implications on safety. Participants feel that there are engagement 
sessions where stakeholders are provided an opportunity for questions but not to have an 
input. According to them it would be best if they had opportunity to provide an input on how 
some things should work, especially those that are related to their work.   
This refutes what the literature suggests about employee engagement. According to the new 
engagement trend, for employees to buy into the company vision and the strategy they need 
to be engaged, the organisation ought to create a fertile environment where all employees can 
freely express their thinking and concerns without being subjected to being just recipients 
Royo et al. (2011). This is essential mainly, because involvement of stakeholders has the 
potential to substantially change the manner in which employees plan and manage their time 
and their work and this can also enhance transparency, French (2011).  
One important principle of stakeholder engagement theory is that management needs to move 
away from the level of authority when it comes to information sharing, to a collaborative trend 
where stakeholders are part of the system, Royo et al. (2011). This means that there has to 
be a way where stakeholders are informed consistently. This can help the mine to ensure that 
there is flow of information around that can suit all the stakeholders’ needs.   
4.9 Employee needs for engagement  
Through the eyes of the research participants, the mine is not aware how employees want to 
be engaged, according to them the mine leadership feels that they have communicated when 
a communication has been sent out on e-mail.   
Drill and Blast participant A: “There should be a way of following up on communication 
that has been shared, management should follow up and determine if the messages 
have been received and have been understood”, stated one of the participants”.  
This participant’s sentiments show that it is not the problem of access to information, but it is 
about lack of feedback, facilitated by supervisors, that the employees feel listened to. 
According to the participants, communication should be two way for engagement to be 
achieved.   
The issue of language was also discussed by some of the participants, some of the participants 
do not feel that the language is an issue. They understand that English is the business 
language and they do understand it. Participants also engage with each other on the 
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messages they receive but they feel that their informal engagements do assist even those who 
do not understand English so very well.   
Drill and Blast participant B: “When we receive an information brief, we discuss it with 
our supervisors and we do ask questions to them then we discuss it with our peers, 
this also helps those that do not understand English so very well”.  
Participants feel that there are no big issues in communication, they do not feel neglected in 
communication, but they feel that a lot can still be done to improve the perception that 
communication is engagement. Communication on its own is not engagement but an initiation 
of engagement, it should be used as a building block for engagement.  
Julnes and Johnson (2011) suggest that any work-related issues can only be resolved through 
a dialogue between all stakeholders. Through the feedback mechanism, management can be 
able to know what the employee problems and needs are.  
The research data reveals the dialogue between all mine stakeholder is that prohibited by the 
fact that communication is one-way with no opportunity for feedback. Supervisors need to find 
a way of facilitating feedback sessions that can allow for feedback to be escalated to senior 
leadership level.   
Plant participant A: “We do have questions about things and we wish we could have 
those tabled at senior leadership level ”.  
Participants believe that with the mine being big, it might be a challenge to reach all employees 
at once. This necessitates a follow up engagement to ensure that all employees get the 
messages that are being communicated. Leadership needs to understand that engagement is 
a personal need for employees. This understanding will enable managers to make 
engagement a part of their work activities and not an added responsibility that does not belong 
in their area.   
Participants believe that because of different levels of management, participants feel a 
disconnection has been created between them and senior leadership. Participants feel that 
they only see senior leadership when there is an event. However, when there are events the 
messages being shared are always about the event and not about the general things that the 
employees would like to be engaged on.   
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4.1.1 Employee engagement as a communication practice  
A change in communication approach within the mine is one factor that participants suggested 
is needed. According to participants, the communication approach of the mine needs to be 
considerate of the employees. They suggested that the mine needs to involve and make them 
part of the communication, not just as consumers but as active participants in the 
communication process. Participants’ proposals are commensurate with what employee 
engagement principles embrace, which is dialogue, two-way communication and involvement. 
Research participants feel that the one-way model of engagement such as the information 
briefs and Tv screens. Pamphlets can be only useful to create awareness about an event and 
they cannot be used to communicate important messages that requires a discussion amongst 
all stakeholders. Instead, they suggested that the mine needs to be transparent and 
communicate on time about major changes, through open and genuine engagement sessions.  
This corroborates with Porumbescu’s (2015) research findings because without exposure to 
messages in discussing the strategy and work procedures, it is impossible for employees to 
understand their role in the attainment of company goals, accurately and appropriately.  
Participants also shared that:  
Plant participant A: “We also want to know the monthly performance results, the mine 
holds sessions to discuss monthly performance and the information does not get 
cascaded to all the levels of the organisation so we can know how well we performed. 
Not all supervisors take the messages down to the level of their direct reports”.  
This would help the employees to understand the business better and for the business to draw 
the best out of employee ideas and their trust, in that way the employees might have less to 
complain about, which would mean a healthy work environment and employees that are 
engaged in their work, achieving results for the good of the company, (Joaquin, 2012). In 
addition to that, scholars such as Danker (2013), agrees that transparency is vital for 
promotion of better communication. However, Porumbescu, (2015) cautions that transparency 
alone is insufficient for stimulating greater collaboration and responsiveness among 
employees.  
Instead, Porumbescu (2015) suggests, transparency-enhancing initiatives such as the monthly 
results meetings suggested by the participant must be complemented by other communication 
channels through which employees can act upon the information they receive through 
engagement with their supervisors.  
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In 2016 the mine embarked in a communication survey, reviewing all communication channels 
and communication channels. The aim of the review was to understand communication 
challenges and to recommend ideal approaches, strategies and good practices. The report of 
the review identified, among others, that communication is a priority within the mine but there 
is a loophole where engagement is concerned and there is a need for a comprehensive 
communication policy guideline that accentuates organisational and leadership 
communication. The report identified challenges to effective communication as it focused on 
communication channels. One of those challenges is important to mention here because it 
relates directly to the theme this research discussed with participants.  
The challenge was: leadership is not aware of the requirements or impact of effective 
engagement and internal communication, which subsequently creates a gap in employee 
expectations and the actual employee performance. In this regard, one participant did not only 
suggest that political leaders should come to the people and engage them in order to improve 
trust, engagement and communication, but further to that the participant raised the benefit 
associated with such an approach.   
The participant suggested that:  
Plant participant C: “I would like to request that we see them in our work areas at least 
once every month, to engage us on the organisation’s performance. They can take 
turns to discuss business imperatives and their area of expertise”.   
Plant participant C: “Sometimes we might have questions about HR issues, for 
instance, and we might need to engage with the Human Resource manager so we can 
have all our questions answered”.   
Plant participant C: “The senior managers often state that their doors are always open 
for all employees, it is not easy for us to leave our workstations and go to their offices, 
we prefer that they come to us for engagement”.   
The mine must develop a mechanism to consult with the employees, means that will enhance 
the visible felt leadership and enhance and encourage two-way communication through these 
kinds of sessions. If emphasis could be put on effective communication by leadership could 
be a determinant of failure or success of engagement which is fundamental to organisational 
growth. Moreover, the company policies and procedures highlight the importance of 
communication and engagement and as a significant element of building a company culture. 
When engagement is not effective between the different stakeholders within the organisation, 
a gap exists, and issues are not easy to resolve.  
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Participants state that with the mine building a radio station that is aimed at internal 
communication, the levels of engagement might improve because they will have an 
opportunity to respond to messages.   
Mining participant A: “I am glad that the mine is taking a radio station route, all 
employees will have access to information first-hand, and they will be able to send their 
comments and have them addressed”. station, social networks, there is Twitter and 
Instagram, if we know that the municipality  
Mining participant B: “The organisation talks about sustainability; sustainable 
communities thrive through communication and engagement. Management should 
consider making engagement part of their responsibilities, just as much as everything 
else”.   
Mining participant C: “Management should use the radio station to connect with people 
at all levels of the mine, radio is accessible to everyone and is a great tool to have 
everyone engaging formally and informally”.  
Drill and Blast participants further echoed the role that can be played by a radio station in 
enhancing employee engagement. The participants believe that for employees to feel part of 
the organisation is important and that can be achieved through engagement and not through 
communication dissemination.   
Drill and Blast participant A: “This is important because most employees get used to 
seeing the information and it ends up not making much difference to them, when it 
comes through a radio, employees might start viewing the same information 
differently”.   
Technology based employee engagement platforms such as the Anglo Engage app play a 
tremendous role in getting the employees informed, compared to traditional engagement 
platforms. The app promotes stakeholder engagement as suggested by the participants. 
However, there is a massive data to back the contention that communication that is 
technologically supported and unrestrained can be useful to increase the levels of 
engagement, Aikins and Krane (2010). The reason for that is that people are familiar with the 
social media space, they therefore adapt easily to applications.   
Another participant mentioned the powerful role that the social media can play in improving 
the mine’s communication.   
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Drill and Blast participant B: “We have an employee newsletter; but newsletters work 
best as information and recognition tools and not engagement tools. With the app we 
can find a way to contribute in discussions”.   
Some internal communication scholars agree that media platforms such as the radio can play 
a key role in internal communication and engagement. There is a need for organisations to 
consider both employee experience and engagement to develop workplaces that people want 
to join and contribute their best, Liu and Horsely (2007:379). This helps in building a 
relationship between the organisation and its employees which is critical to building a culture 
for the organisation  
Participants suggested that the mine should review the communication processes and include 
the element of engagement. Engagement should form part of internal communication and the 
language that is used in all messages that are being shared by the mine. This will prompt 
supervisors and all employees to engage and not just communicate messages, to ensure that 
they get to all levels of employees.   
Drill and Blast participant B: “Management should take the lead in engagement and it 
should be ensured that messages are shared and discussed with employees and not 
just sent to employees”.   
Participants also suggested that an information centre be developed with computers and 
connectivity for employees to submit suggestions and feedback. That could help with 
educating employees to engage and get into dialogues about work and other issues around 
their work.   
Plant participant A: “Information centre needs to be developed so that when we have 
questions, we know where to go and it should be accessible to everyone”.  
Drill and blast participants supported the idea of improving communication by introducing 
information centres that can assist to escalate employee concerns.   
Drill and Blast A: “If we could have information centres, there would be proper planning 
of messages and the escalation of feedback, for example, when a certain project is 
coming people would be easily access information about the project”.  
Plant participants also lamented on how the mine needs the information centres.  
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Participants’ raising of the issue about information centres in the mine demonstrates how 
employees feel about contributing in the generation of information and procedures that govern 
their work. An information centre could have all the information technologies that enable 
employees to seek information for themselves, instead of having to rely on being provided with 
information. According to Herriman (2011), the direct engagement is a core element of the 
organisation that acts as a tool to facilitate decision making, and a preferable method to reach 
decisions with which the employees feel satisfied.  
Participants suggested that if they have access to information through information centres, 
they could be able to engage without having to wait to be engaged. With the information they 
could be exposed to, they could initiate discussions that could lead to engagement. The mine 
should maximize its communication approach and integrate other forms of engagement in 
order to keep everyone engaged and informed.  
4.1.2 Conclusion  
The overall evaluation of the qualitative data reveals employees that feel that communication 
is not in a dire situation, but a lot could be improved to be inclusive of everyone. Employees 
feel that for communication to be balanced and capable of being engaging, it needs to be 
initiated from all angles. According to the findings, when it is always initiated from one end it 
becomes one-sided and it seems as if employees are being communicated to and not part of 
the conversation. Employees believe that the manner in which communication is handled 
when there are major changes within the organisation needs to be revised. The mine’s failure 
to integrate the practice of, dialogue, employee involvement, collaboration, transparency and 
accountability into employee engagement practice can negatively impact the employee 
perception of the organisation and its engagement practices.  
The findings have demonstrated that information is available, but it could be information that 
the employees do not need, employee involvement in the generation of content could assist 
in setting the agenda. Findings of this research reveal that there is an interest to communicate 
amongst the employees, a longing for taking part in the communication process and to be 
engaged with their opinions considered, especially when there are changes. However, the 
leadership engagement practices of are not always helpful in addressing the employee 
engagement needs. The findings of this research demonstrate that from the literature reviewed 
the practice of employee engagement has been researched overwhelmingly. However, to 
some organisations the focus is still on the management of the communication flow than 
engagement thereof.  
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Chapter Five: Research findings and recommendations  
5.1 Introduction  
In response to the collected data discussed on Chapter Four, this chapter draws some 
recommendations that the mine can consider in turning employee engagement practice 
around. The process can especially, consider the new channels such as the radio and the 
engage app. Research participants had different views about employee engagement, some 
felt that it is happening, and they are engaged well enough by their supervisors about work. 
The other group felt that it is not happening as they would have preferred, they believe that 
the organisational strategy should be communicated and understood at all levels of the 
organisation. revealed that the level of stakeholder engagement is still on the first level. 
According to Sridevi and Markos research report (2010) engagement builds meaning at work 
and that has the potential to bring employers and employees closer together to the benefit of 
both because it builds a sense of community within the organisation. This encourages 
employees to be themselves as well as an opportunity to make a meaningful contribution. This 
research recommends employee engagement as a fundamental part of communication that 
needs to be recognised and utilised to motivate and coach employees for results to be 
achieved. The following paragraphs provides summarised findings that the researcher got 
from the research questions.  
5.2 Findings per research question  
The objective of this research was to investigate the employee engagement level, perceptions 
as well as employee engagement practices in Sishen mine. In order to attain this objective, 
four research questions were asked. Therefore, research conclusions as per the questions are 
now discussed.  
5.2.1 What are the employee’s perceptions of current engagement practices at the  
Sishen mine?  
 According to the employees, the current engagement practices in the mine revolve around 
the communication section. It would appear as though some of the employees do not 
understand the role of senior leadership in the engagement process. Then there are those that 
understand the role that senior leadership needs to play in engaging with them. The general 
feeling is that as long as they receive messages from the internal communication desk and 
they get engaged by their supervisors, they are engaged. It could be argued that internal 
communication represents senior leadership and organisational communication, but one 
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would still argue this kind of an approach creates and perpetuates a divide amongst the 
different levels of the organisation. Men (2014) states that internal communication is there to 
validate a positive effect on the quality of employee–organisation relationships that could be 
built and that could lead to employee advocacy.  
Gerst (2013) states that senior and midlevel managers receive company performance reports 
highlighting month-to-month results and comparisons with competitive benchmarks and 
corporate targets. The findings revealed that employees have access to information, and they 
do engage informally about information that is being shared. However, they also indicated that 
they are not well informed about the company strategy. Sharing the company strategy can 
serve a purpose of motivating and encouraging them to give a discretionary effort.   
5.2.2 How do employees view the effectiveness of internal communication in the 
process of engagement?  
Employees understand that internal communication is from leadership and they do engage 
through the internal communication channels, however, they still believe that face to face 
interactions could still make a lot of difference in building trust through engagement. Regarding 
the use of internal communication channels, research participants highlighted the need to have 
a feedback platform that can provide them with a voice. What they are currently getting is a 
once off session with management, for an example, a safety day and when they utilise those 
kinds of sessions to ask questions, they end up getting answers that do not get followed upon. 
If a well-coordinated and consistent feedback platform could be arranged, it would be easy to 
ask questions and have them investigated and maybe campaigns and processes developed 
from them.  
The current internal communication format is characterised by one-way, top-down information 
sharing, that does not necessitate feedback from the employees. There is no two-way dialogue 
with employees in this level, except for work related matters with their supervisors. Men (2014) 
explains that feedback is the final component and one of the important factors in the process 
of communication.  
5.2.3 What are the barriers to employee engagement according to the employees of 
Sishen mine?  
The research question on this theme sought to find out if employee experienced any barriers 
to engagement. According to employees there are no specific barriers to engagement, for 
instance, the business language is understood by all employees and those that do not have a 
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good grasp of it do get engaged by their supervisors and their peers in a language they 
understand. Everyone does get the messages and they understand them. According to them 
the problem with engagement was caused by the leadership unavailability to engage, the 
tendency to think that engagement had occurred simply because a message was shared by 
the internal communication office. Those according to them were barriers to engagement.    
More often, organisations focus on communication strategies and the nature of the strategies 
if top-down and more about information dissemination. An employee engagement strategy 
that is linked to the communication strategy and should be linked directly to the leadership. 
Setting up communication channels between managers and employees is also crucial in 
motivating engagement and ensuring that engagement does occur, Men (2014).  
The use of channels of communication also plays a role in the interpretation and understanding 
of information and they could be a cause of barriers to engagement. One of the key principles 
of communication in an organisation is consistency and the effectiveness of channels. As 
discussed above, the participants feel that the communication channels are well positioned 
and are working effectively for purposes of disseminating information, however, they do not 
provide an opportunity for engagement to occur, which could be a barrier to engagement. The 
participants mentioned that the use of information centres could enhance engagement 
because employees could have an opportunity to provide feedback through the channels that 
could be utilised at the centres. The participants emphasized the need for employee 
involvement and engagement on key issues of the organisation. The use of electronic 
channels such as TV screens and the app is commended by the employees because they 
position the information well, but there is limited opportunity for feedback.   
Newsletters are also viewed as good tools for communication because they not only inform 
but they position employees when their stories are published. Employees also find the 
publishing of their stories as a form of recognition and they can take the proof to their families.   
Participants feel that the use of channels such as SMS is relevant for those employees that 
do not use smart phones and therefore no one gets left out, especially for notices about work 
and campaigns.   
Participants, however, feel the mine should collaborate with them in planning and 
communicating major changes. Face to face communication is still being viewed as being key 
in the process of engagement and participants emphasizes that they do not want it to only 
happen at supervisor level, but senior management should make an effort to engage more 
with them as employees. The general feeling about communication messages was that, 
messages are sometimes duplicated because maybe it gives an impression that engagement 
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has occurred. They would prefer to receive the messages once and for their managers to 
reiterate the messages by word of mouth, providing an opportunity for feedback.  
5.2.4 What are the employees’ expectations of employee engagement by the mine?  
Employees feel that internal communication does communicate enough, when there are 
campaigns, procedures and to inform employees about important messages. However, they 
would still like to be engaged about the broader picture of the company and this is the 
information they should be receiving from the mine leadership.  They want to give feedback to 
senior leadership and even make suggestions on some of the work-related matters, for 
instance safety and efficient use of equipment.   
Research participants feel the organisation does not see the value in interacting with the 
employees. Furthermore, they expect the organisation to enable them to have a voice, for 
instance an information centre is one of the tools that could be used to ensure that they do 
have a voice.   
Also, on this research question, conclusion can be made that the participants’ perception is 
that the mine does communicate but engagement does not occur, at least not at the level they 
would like it to occur.  
5.3 Employee engagement guiding principles  
This research recommends that the mine take stakeholder engagement guiding principles into 
cognizance. According to Taysom (2019) a good engagement plan considers these principles 
to reflect all inputs received as well as further steps to be taken.  
5.3.1 Inclusiveness and representation  
The mine should encourage broader and diverse consultation with employees as key 
stakeholders. Inclusiveness also involves ensuring that an environment that makes it possible 
for employees to fully participate and engage in plans for projects and activities that are likely 
to impact them, their work and their livelihoods.  
5.3.2 Clear and transparent communication  
The mine should provide timely access to important information about strategy changes, 
organisational changes and upcoming projects. When employees feel that they are the last to 
know about organisational changes, they feel excluded and that the company is hiding 
something. Transparency has to do with openness and willingness to consider all parties 
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involved and impacted when work changes occur. According to Porumbescu (2015), 
transparency has long been considered as a cornerstone to building good relations, inside and 
outside of work. It can impede dissatisfaction and the feeling of neglect and enhance 
accountability. French (2011) adds that transparency gives stakeholders an opportunity to 
influence on programmes.  
5.4 Anticipated research contribution  
Although employee engagement has often been mentioned in organisational communication 
related researches, the real meaning of the concept in the context of a mining company 
communication has not been clearly defined. Consequently, progression of employee 
engagement level has never been recognised, hence it would be concluded that engagement 
had occurred because communication had been shared and that is the starting point of 
engagement.   
Based on the role played by an employee within an organisation, this research aims to define 
the key principles, levels and components of an effective employee engagement process 
considering the outcome that is required by the organisation. Moreover, based on the research 
data collected through the interview sessions, the research reveals how the emerging 
paradigm of internal communication can act as a catalyst in embedding employee engagement 
practice, especially in the mining space. Furthermore, the research aims to share the best 
employee engagement practices with the mining sector and communication practitioners 
within the mining sector should communicate with the aim of enhancing employee 
engagement. They should build a base of communicators that understand the role played by 
engagement, from senior leadership to supervisor level.  
5.5 Research limitations  
Other areas of the mine such as support services were not represented in the study. The 
research focused on the general employees. Within the office-based employees there are 
administrators that are also viewed as being lower level employees. However, meaning can 
be deduced there are some reasonable factors for enhancing employee perceptions of the 
employee engagement practices within the mine. The channels used are accessible to all 
employees, in the core and the support services areas. According to Hallahan et al. (2007), 
insights gained from a research discussion involving one group can inform the understanding 
of how an organisation engages with all its stakeholder groups.  
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It could not be fully ascertained whether the employees were being truthful in their responses. 
But at some instances, this might not be the case. For example, some participants could not 
make the distinction between engagement and communication and some could not be 
engaged with the discussion while they have uneasy feelings and thoughts about their 
leadership. Some of the participants made valid comments when asked about their preference 
to communication and what their suggestions for improvement were.   
Moreover, the familiarity of participants with the discussion topics also needs to be considered 
because some participants might claim to know how the communication process works only 
to discover that they only know that the communication office is responsible for 
communication. This is an assumption that is often made by even those at senior levels of 
employment.   
5.6 Recommendations for further research  
The focus of this research has been about employee perception of the engagement practices 
within the mine. It also took into consideration the postmodern practices that can be enforced 
for a purpose of creating an engaged workforce. The importance of integrating them in the 
employee engagement function came out clear.  
The research makes the following recommendation for future research on these topics:  
1. To investigate how to encourage employee feedback to close the loop in the engagement 
process and build an engagement culture and an engaged workforce  
2. To conduct a large-scale quantitative study involving a larger sample of mines in South 
Africa to establish the employee perceptions of engagement.   
3. To explore if there is a relationship between employee engagement and safety related 
incidents in the mining environment.   
5.7 Conclusion  
Progressive organisations are increasingly becoming aware of the importance of employees 
as key stakeholders. They are becoming aware of the role they play in positioning the brand 
and the role they play in the sustainability of organisations and communities in which they 
operate. Employee engagement is increasingly being utilised as a mechanism to groom and 
retain talent, while upskilling and sharing the good that is being done by the organisations and 
it is also used to address complex work-related challenges, (Partridge, et al., 2005).   
80 
 
On the other contrary, the emerging paradigm of strategic communication comes in as a major 
catalyst for the organisation to nourish the practice of employee engagement. In leadership 
communication where the conventional communication approach is characterised by one-way 
communication still dominates, strategic communication approach represents a complete shift 
to the postmodern era where dialogue and collaboration dominate. Strategic communication 
contributes to organisational effectiveness by building relationships that are mutually beneficial 
for everyone involved, Overton –de Klerk and Verwey (2013).  
To test how the mine employees, perceive the mine’s employee engagement practice, data 
were collected through the interview discussions. Most frequently, the participants suggested 
that the mine does communicate through the communication office. However, leadership 
visibility was lacking and some of the participants could make the connection between 
employee engagement and leadership visibility.  
Researches that are more recent have established that policies and strategies designed 
collaboratively with the employees stabilise the functioning of organisations, mainly because 
of the buy-in from employees, Overton-de Klerk and Oelofse (2010). Hence, this research 
recommends employee engagement to be a big part of the internal communication process 
and for the communication cycle to be closed only after engagement had occurred. The 
research also recommends that the mine moves from information dissemination to 
engagement and sourcing feedback from employees, to involve, to collaborate and to 
empower employees.  
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7. APPENDICES  
7.1 APPENDIX 1: DATA COLLECTION INSTRUMENT  
  
Probing questions  
Very specific issues that you want to 
test  
Theoretical  




1. The state  
of engagement   
among  the  
employees  
1. How do you feel about working for Shishen 
mine?  
2. Do you think employees are proud to work 
for the mine?  
3. Do you think people in the mine generally 
trust the mine (mine management)?  
4. Do you think people in the mine put extra 
effort into their work? Elaborate  
5. Is there a sense of community among people 
on the mine? Elaborate/ give examples  
6. Do you feel employee’s effort is valued and 
recognised by the company? (how is it 
shown to the employees)  
7. Does the company provide enough 
opportunities for people to improve their 
skills and progress in their career?  
Stakeholder 
theory: value 
created by  
business  
 impacts  the  
stakeholders  
Pride, sense of 
community 






2. Leadership  
communication  
8. Do you think you are well informed about 
what is expected from you as an employee?   
9. Do you get enough information about your 
work and work procedures?  
•  What are the main sources of the 
information?  
10. Do you feel you are well informed about 
what is happening at the mine?  
11. Do you think the supervisors and senior 
managers are informed is going on the 
ground?  
• How are they informed?   
• Do they actively interact with the employees  
• Or the information is passed through the 
ranks/gatekeepers  
12. Do you think the management listen to 
employees concerns? (elaborate what kind 
of concerns; about employee issues, task 
related issues)  
13. Do you think the management values the 
effort of the employees?  
•  How is that value expressed/shown to the 
employees?  
Being informed  
 Sense  of  
Connection to the 
company   

































14. Do you get to discuss with the supervisors 
what and how things should be done and 
what your tasks are or are you just given 
instructions?  
15. How useful is formal communication 
(information briefs) as a team in your 
section?  
16. Do you communicate informally as a team on 
messages shared by the Sishen leadership?   
•  Why are these conversations important to the 
employees?  
17. What are the  main sources of the 
information about what is going in the mine 
(e.g. other employees or supervisors)  
18. How informed are the employees about any 
changes at the mine?   
19. Are they happy about how the changes are 
communicated?   
20. How informed are you about the company 
strategy?  
• At the level of mine   
• At the level of the company/ Anglo American  
• Where do you get most of your 








21. Do the communication channels publications 
give you enough information? (elaborate on 
each, how often do you access them, what 
information are your looking for)  
• TV   
• e-mail,   
• caucuses  
• notice boards,   
• Anglo Engage  
• Is the information clear?  
• Does the information come on time?  
• Is there enough information?  
• Is the information useful  
  
22. Do you understand the language that is used 
for communication within the mine?  
Channels  of 
communication  
Quality  of 
information  
Feedback  
   
7. Preference 
for communication  
messages  
23. How would you prefer to be addressed about 
work in your section?  
24. How would you prefer to be addressed about 
safety in your section?  
25. What can the company do to improve the 
communication with employees on the 
ground?  
26. What things would you like to be more 
informed about?  
27. What can the company do the better in order 
to listen to the employees and their concerns 
and suggestions?  








28. According to you who should lead in the 
communication process? Why so?  
• the internal communication office,   
• top leadership,  
• middle managers  
• Supervisors?  
• Employees like yourself?  
  
29. In your opinion what can management do to 
make employees more involved in the mine?  
30. In your opinion how can internal 
communication be used to make employees 





 a  critical 










Question for do you think in your opinion do you think in please put in extra effort in the artwork 
for to get it I want targets are on our own met let's see by the end of the year do you think that 
I am everyone around the mind makes it a point that they put in effort to do the work in the 
correct way safely you know all those things that we we work based on yes I was talk about 
my team am we work with Delta make sure that we win we meet our daily targets and we made 
our monthly targets and we we we we try and in work to make sure that we we get them  
  
Q2:   
Yes I think it's a big thing for one to work for the mine if you're coming from this part is it you 
don't want to stick  
  
Q3:   




I trust my managers and made my direct supervisor and I trust the conversation that we getting 
because I think I do I don't believe that we we we would be the management would 
communicate something that's not supposed to be coming located or am I would communicate 
in a manner that would am that will not necessarily address things around Question for do you 
think in your opinion do you think in please put in extra effort to get targets are on our own met 
let's see by the end of the year everyone around the mind makes it a point that they put in 
effort to do the work in the correct way safely you know all those things that we we work based 
on yes I was talk about my team am we work with  
Q5:  
  
Yes I think that I am we are only going example about my team we always work together and 
we always try to remind each other about doing things such as the SLAM because we don't 




Okay thanks Kitty question six do you feel that I am the efforts of employees and other 
adequate nice to buy their company in the arm how is that Sean how does the company shall 
appreciation and record mission of the employees efforts yes I think I'm dumb they do because 
we we get bonuses and that we get bonuses and we we get other things such as the money 
for safety performane when we work safe we will get a money our voucher cards so don't think 






And the next question is that we going to be talking about our own leadership communication 
you under due to understand what's the difference that's with your supervisor they are all your 
letters up all the way up to senior management so I want to talk about that communication is 
the one that had a revolves around them that involves them talking to you is that employees 




Question nine do you get enough information about your work and with procedures yes am I 
do I do get information especially am I on about with procedures because they are are we 
discuss work every day with a supervisor so he has to EE he be E he has to give us information 
about the procedures and we also have to talk to each other and and and and remind each 
other about procedures  
  
Q10: Where do you okay thanks for that where do you mostly get information what are the 
main sources of information on them information that we getting about everything wait what 
are the main sources of that information okay my my supervisor you do you give this 
information about what is happening in the mine in also when does an email am I he discusses 
do the emails with us in all so we we talk I'm to each other about sometthings we hear things 
in and we talk about those  
  
Q11: do you feel you are well informed about what is happening in the mine around the main 
yes we we we is is is am I said we we do get information are about on emails about what is 
happening in the mind in the void sample when there is a section 54 this year we we get the 




We now on question 11 do you think the supervisors in senior managers are informed of what 
is going on on the ground that the employee level  Yes they do get informed by our supervisor.  
  
Q12: Do your supervisors am I am actively into act with you let's see in those meetings do they 
talk about you to do the did the do they talk to you yes when we have our meetings are weekly 
meetings we talk about work and we there's been there they also talk to us about all that when 
they do the check in there they check about things and in how we how we are doing as 







No we going to talk about employee communication do you think do you get a chance to 
discuss with your supervisor how things should be done and what do you think now you think 
they should be done in or you just get given your tasks to have to actually work on them we 
are given tasks in and then we we have to see if there's anything that we want to have changed 
we have two discuss with the supervisor and in showing them home changed and how we 
think we can do it better that that's how we need to meet in in a week we we we get that that 
kind of an opportunity to talk about things  
  
Q15:   
Information briefs to give us the details about what is happening but sometimes we want 
management to come to us and explain some things to us and talk to us because we all work 
for one company so talking to us will get us to to no one understand each other  
  
Q16: Yes we do talk about information then getting from the mine from the Konicki me to talk 
about what I would want you to call me Kate and me about money and talk  
  
Q17: For us to talk to each other so that we can help even those that don't understand 
messages me up so we do you need to talk about messages and help each other understand 
me questions  
Q18:   
The main sources of information are the communication department and my supervisor and 
sometimes are you stings from my colleagues from the great fine  
  
Q19:   
We are changes but sometimes we get there late after we've been scared for example 2016 
we knew that something was coming in my basket but nothing was pink and when it happened 
to please we just saw sometimes that makes me a lot panel company and not considered as 
people can give feedback on things that I happening in coming  
  
Q20:   
I am on outings and I'll get information missing the project is about to start to to to to be part of 
it but would be things that we do not get that much consternation management and sometimes 
it feels like we are not on complications coming from communication department DD Justin 
Kaisha mind to find out how we feel about it  
  
Q21:   
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If you change is not coming she did very well except for minor changes to note is that much 
impact on is given thing that you speak with only a whole is the last to know about it please for 
getting us involved in finding out if this changes going to work for the food that you want to 
changes in this is how cool is this what is expected from us  
  
Q22:   
I know what is happening what is expected from me and my department on my section 
because my supervisor in gauges asked about work I am I know the numbers continue to 
chase is on target in mind I know from the company company that is, but I don't know much 
about it I can't say I know what is happening about getting about the company is a company 
and give you 27 on the seat on noticeboards in email  
  
Q23:   
Yes we do get information from the TV screens to email me this but we do get to to to see 
what is being sent to caucuses we discuss the emails and indeed be in something we can get 
get get put on notice in England it is helping a lot and it is clear but we need to visit and I 
cannot see whether it is on not because when this changes DDD is windy and yes sometimes 
get lost in the information that gets sent to us  
  
Q24:   
Yes I understand sometimes we need to text explain the messages in which is when you speak 
languages understand messages and when we talk to each other and talking  
  
Q25:   
Are we meeting win win and sometimes in one-on-one and we talk about safety in those ones 
we have slots we were talking about safety and where we go along with things and talk about 
the the what the company is please underground is the big day must give us a opportunity to 
to to to actually give feedback  
  
Q26:   
I want to be formed about changes within the company and I want to be informed about  
 






know if you Knouff want to do things because the company does need money maybe it's  
because of I want to be my work and if I was informed it enough about the company strategy 
in one wants to do I want to avoid  
  
Q27:   
The company should have platforms for feedback and management should  
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come to us not come on the 14th and police awake but to have discussions with us  
about the company to work we are doing safety and everything even I want development 
they should come to us in our HODs  
   
Q28:   
My supervisor should delete in conclusion you should be informed by this so 
that you can talk to us things in the communication department also need 
income quiche and then management should come in and talk to us about 
things that we talked about on the convocation appointment because the normal 
come in and indeed understands that the team communication department is 






   
  
Q29:   
Get us I'm happy that there is a leak coming in gauge is also waking because we need to treat 
it is a leading coming maybe with the lead to people to meet and talk to them sometimes ask 
him questions and answer questions each space for feet pics or meeting T-shirt and find a 
way of getting a space for feedback on the  
  
Q30:   
They must help bring the management to us or us to the management and they must find a 
way of asking us for free because I can parcel been for what complicated things that the 




8. Appendix 2: Ethical Clearance Letter  
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